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SECTION 6 
TECHNICAL REQUIREMENTS 

 
 
6.1. OVERVIEW OF REQUIREMENTS 

This section contains the detailed technical requirements pertaining to the proposed 
system as described in Section 4.  See Section 5, Administrative Requirements; 
Section 8, Proposal Format; and Section 2, Rules Governing Competition, for other 
requirements that must be met in order to be considered responsive to this RFP. 

The DDTP has determined that it is best to define its own needs, desired operating 
objectives, and desired operating environment.  The DDTP will not tailor these 
needs to fit some solution a vendor may have available; rather, the vendor shall 
propose to meet the DDTP’s needs as defined this RFP. 

Many of the requirements may be stated in terms of hardware or software alone, 
however, this does not preclude the vendor from proposing a satisfactory solution to 
these requirements with either hardware, software, or a combination of both.  Some 
requirements may refer to current workloads which are defined in Section 3 and to 
projected workloads which are defined in Section 4. 

6.1.1. Minimum Mandatory Standards 

This section of the RFP lists and describes the specific technical, operational, 
and functional standards that fall within the scope of the requested 
telecommunications relay service.  All standards in these categories, unless 
specifically identified as “Desirable” or “Mandatory-Optional,” are all 
minimum mandatory standards, meaning that each bidder proposing to 
provide one of the three components of CRS in response to this RFP must 
provide each minimum standard required by that component as part of the 
bidder’s awarded services.  No deviation from or waiver of these minimum 
standards will be allowed.  In addition to any specific information requested 
on individual minimum standards, bidders shall affirm that each of these 
standards will be met.  Bidders must include all costs to provide these 
minimum standards in the base price quoted. 

6.1.2. Mandatory-Optional Standards 

Requirements that are designated as “Mandatory-Optional” are specific 
services, or specific features of overall mandatory services, that the bidder 
must offer, but that it will be the DDTP’s option whether or not to acquire the 
service or feature.  Mandatory-Optional services are features that the DDTP 
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would like to consider offering CRS users as part of CRS.  All bidders must 
provide separate prices as indicated in RFP Section 7 in the bidder’s final 
proposal (only) for all mandatory-option items.  If no prices are submitted, 
they will be assumed to be offered at no cost.  Mandatory-optional items may 
also be evaluated as described in RFP Section 9. 

6.1.3. Desirable Standards 

Some listed standards are identified as “Desirable.”  Bidders are not required 
to offer these desirable standards in order to be compliant with the RFP 
requirements.  However, if a bidder offers any of these desirable standards, 
the bidder must meet the requirement of the desirable standard in order to 
receive any available evaluation points or other award criteria listed in RFP 
Section 9.  It shall be the option of the DDTP whether or not to award, i.e., 
order, any offered desirable item or standard.  Desirable standards will not 
be awarded to vendors who do not receive an award for the minimum service 
standards. 

6.1.4. Separate Technical Requirements 

The DDTP has issued this RFP for the acquisition of outsourced California 
Relay Services with the intent to award in three (3) separate components for: 

1. Network Services (NS) to provide toll-free number service inbound 
to the relay center, and outbound carrier service with associated 
consumer billing, 

2. Call Center Services (CCS) to provide the relay function, and 
3. Network Management Services (NMS) to provide call routing, caller 

profile, performance monitoring, and reporting functions. 

Accordingly, this RFP Section 6 shall be further divided into these three 
components, 6.2., 6.3., and 6.4., (et seq.)  In addition to other requirements 
stipulated elsewhere in this RFP, bidders of each component need to meet the 
requirements of section 6.1. and the detailed technical requirements of the 
component that they are bidding on. 
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6.2. NETWORK SERVICES REQUIREMENTS 

6.2.1 Service Requirements 

The Network Services (NS) carrier must provide working network services as 
described in RFP Sections 4 and 6.2 et seq: 

(1.) DDTP CRS Toll-free Services Numbers 

The NS provider shall be the only authorized toll-free carrier of CRS 
traffic, except for CRS Internet traffic and CCS selected and DDTP 
approved inbound carriers, for which CCS providers will receive relay 
reimbursement from the DDTP.  In this regard the NS provider will 
accept and provide service for the following: 

 The DDTP’s NS provider will be assigned the DDTP’s toll-free 
CRS traffic.  See RFP Section 3, item 3.4.1 for a partial list of the 
current CRS toll-free numbers. 

 Inbound CRS traffic placed to “7-1-1” via California Local 
Exchange Carriers (LECs) and other California carriers who have 
deployed 711 services, will be directed to a new DDTP toll-free 
number carried by the NS provider. 

 The DDTP may assign additional toll-free numbers to the NS 
carrier. 

 Toll-free numbers established by CCS providers for CRS access as 
a result of this RFP may be assigned to the NS provider.  As the 
cost for these dedicated toll-free calls shall not be the 
responsibility of the DDTP, a separate contract between the NS 
Provider and a CCS Provider would be required if the CCS 
Provider elected to assign its dedicated inbound numbers to the 
NS Provider. 

 The NS Provider shall offer the same per minute rate that it bid 
to the DDTP in response to this RFP for toll-free service to any 
CCS Provider electing to assign, under contract with the NS 
Provider, its dedicated CRS toll-free services to the NS Provider. 

The DDTP’s toll-free numbers assigned to the NS provider shall 
remain the sole property of the DDTP. 

The CCS providers’ toll-free numbers assigned to the NS provider 
shall remain the sole property of the CCS providers.  The CCS 
Providers shall have the option to request DDTP approval to have 
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their dedicated toll-free traffic be transported on a network carrier of 
their choice, if applicable requirements of the RFP are satisfied.  (See 
RFP Section 6.3.5.(4.) 
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The NS provider shall not accept from any party, nor place in service, 
any toll-free number for CRS access without the prior authorization 
from the DDTP Contract Manager. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(2.) The Grade of Service 

The NS provider shall deliver a switched network with a virtually 
non-blocking P.01 grade of service. 

Network traffic must be monitored with on-line switch statistics.  
Should abnormal traffic begin to approach a 1% blockage rate in any 
component of the network, the systems and/or the carrier’s engineers 
must be instructed to re-allocate routing over less congested paths. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Identification of Technical Issues 

The NS provider shall warrant that its representatives have read the 
entire DDTP CRS RFP, that the NMS and CCS applications are 
understood as described, and that issues of technical concern 
including any interoperability issues will be presented in writing to 
the DDTP’s Procurement Official (see RFP Section 1.5) in accordance 
with the Vendor Key Action Dates (see RFP Section 1.7) or within 
five days of issuance of any significant addenda to the technical 
requirements of this RFP. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(4.) Generate Routing Requests to NMS Provider 

Upon notification of a new call from a local exchange carrier, the NS 
carrier will request routing instructions from the NMS provider.  
While the NS IXC routing request may include over a dozen data 
elements, the caller’s Dialed Number (DN) and the Calling Line ID 
(CLID or ANI) are required to facilitate the database look-up by the 
NMS systems. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) React to Routing Responses from NMS Provider 

Upon receipt of a routing response from the NMS provider, the call 
shall be routed to the appropriate CCS destination. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(6.) Disaster Occurrence Alternative Routing 

Under circumstances where a disaster impacts the services of or to 
the NS provider’s network, including failures within their network, 
switch sites and/or software, the NS must make every effort to 
automatically redirect traffic to the intended destination. 

Should any failure occur under circumstances that impact the 
interactive routing capabilities and services of the NMS provider, the 
DDTP will have previously provided routing directions for the NS 
provider.  The NS provider shall follow DDTP approved procedures 
for notification and, in the event the NMS is unresponsive to routing 
requests, automatically carry out the DDTP’s routing directions. 

If a disaster impacts a CCS site, and the NMS systems and 
connectivity to the NS provider remain functional, the NMS provider 
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will automatically redirect network traffic based on DDTP pre-
approved routing scripts. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(7.) CRS User Billing Services 

Although the FCC has required all interexchange carriers registered 
in the United States to carry outbound TRS traffic, the NS provider 
is specifically required to carry all outbound CRS calls handed off to 
it by a CRS CCS provider.  The ability of the NS Provider to accept 
outbound calls from the CCS Providers and to appropriately and 
accurately bill CRS users for those calls as defined herein, shall not 
require the CCS Providers to be Signaling System 7 (SS7) equipped.  
The NS provider shall bill the caller for the cost of the relay call as 
defined below.  All monies collected by the NS provider from CRS 
callers for CRS calls need not be remitted to the DDTP.  The DDTP 
shall not reimburse the NS provider for any outbound CRS calls, nor 
shall the DDTP reimburse the NS provider for billing CRS users.  
The NS bidder shall describe how it will accomplish user billing of 
CRS calls received from awarded CCS providers. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

CRS user billing shall conform to the following requirements: 

(a.) Billing of Originating Parties 

The NS provider may bill the originating calling party for all 
completed outbound relay calls carried by the NS provider.  
Uncompleted calls (busy, no answer, and network intercepted 
calls) shall not be billed to the caller.  Start time for customer 
billing of each relay call shall not begin before the calling party 
is actually connected to the called party or to an answering 
machine or recorded message of the called party and relay has 
begun.  End time for customer billing of each relay call shall be 
when either the caller or the called party hangs up.  Customer 
billing shall not include CRS call setup or wrap up time of either 
the inbound or outbound call.  Billing for such completed calls 
may be either direct to the caller or through billing 
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arrangements that the NS provider makes with the calling 
party’s LEC.  In any case, in accordance with FCC regulations, 
the NS provider shall not bill the originating calling party for 
more than as if the call were a voice call placed directly between 
the calling party and the called party, i.e., CRS users shall pay 
no rates greater than the rates paid for functionally equivalent 
voice communication services with respect to such factors as the 
duration of the call, the time of day, and the distance from point 
of origination to the point of termination. 

User billing associated with VRS and WCR calls where the 
inbound relay call was placed to the CCS Provider over the 
Internet and the outbound relay call was carried by the NS 
Provider shall be in accordance with RFP Sections 6.3.27.(5.) 
and 6.3.28.(3.) 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) Special Services Calls 

The NS provider shall provide special billing services (e.g., credit 
card, collect, etc.) on a call-by-call basis per instructions passed 
on to the NS by the CCS providers (see RFP Section 4) and at a 
minimum shall include collect calls, person-to-person calls, calls 
to and from hotel rooms, non coin sent-paid calls from 
payphones1, calls charged to a third party, calls charged to any 
non-proprietary California local telephone company calling card, 
to any non-proprietary interexchange company calling card, and 
to major credit cards that permit telephone usage billing.  Relay 
calls that involve special services such as credit card billing, 
collect calls, person-to-person calls, may be billed to the caller as 

                                            
1 Per FCC docket 90-571, Second Further Notice of Proposed Rulemaking, FCC 01-89, released 

3/16/2001. 



 
CRS RFP SECTION 6, PAGE 10 ADDENDUM 8, 7/5/02 

if they were an equivalent special service voice call.  The NS 
provider may decline to complete a call because credit 
authorization is denied. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(c.) Call Equivalency Discount Plans 

For purpose of billing the CRS caller, the NS bidder may offer 
discounts off their tariffed rates.  The CRS caller community has 
had a long history 
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of discounted CRS calling rates.  Refer to RFP Section 3.5.1. for 
present discount rates.  Effective rates shall not cause a caller to 
be billed for services at a rate greater than if the call was 
directly between the caller’s number and the called party’s 
number.  The NS bidder shall honor a customer’s calling and 
billing plan that has been separately subscribed to between the 
caller and the NS provider.  Bidders shall indicate in their 
response to this section, their proposed discount plan for CRS 
customers. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(d.) Free Local Calls 

Notwithstanding the above, callers shall not be billed for calls 
that are 40 miles or less from the caller’s serving LEC central 
office to the called party’s serving LEC central office.  Such calls 
shall be termed “local” and shall be free to the caller regardless 
if they are intra-LATA or inter-LATA, unless they are 
international calls in which case they may be billed at 
appropriate international rates. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 



 
CRS RFP SECTION 6, PAGE 12 8/17/01 

6.2.2. Network Requirements and Connectivity 

(1.) Signaling System Seven (SS7) Equipped 

The NS provider must be a fully integrated SS7 Public Switched 
Network (PSN) carrier authorized by the FCC and the CPUC to carry 
intrastate, interstate, and international traffic as appropriate.  The 
NS provider shall have its network services integrated to California’s 
Local Exchange Carriers (LECs) with SS7 deployed throughout the 
integration. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Compatibility with NMS platform 

This RFP assumes that the NMS platform shall be a Cisco ICM or 
equivalent (e.g., Genesys), and therefore the NS vendor’s network 
must be certified by the manufacturer (Cisco, Genesys, etc.) to be 
compatible with the Cisco ICM or equivalent product platform.  
Certified networks include AT&T, MCI, Sprint and Qwest.  The NS 
bidder shall state who their network carrier is, and shall provide in 
their Final Proposal proof of network compatibility to at a minimum 
the Cisco ICM and to Genesys. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Integration to the NMS Call Router Platform (CRP) 

A NMS CRP (i.e., Cisco’s Call Router Platform via its NIC) receives 
the routing requests from the NS carrier and provides responses 
directing each call.  The network connectivity for the CRP may vary 
based on the product and network provider selected.  For 
redundancy, two (2) IXC data links will be configured to the NMS’s 
NICs for the CRP applications. 

The NS provider awarded this component shall assume all costs 
(including but not limited to hardware, software, facilities, and labor) 
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necessary to provide the NMS provided NICs with access to its 
network.  Actual NMS circuit costs will be paid by the DDTP. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(4.) Routing without NMS instructions 

In the event that the NMS is unavailable or incapable of providing 
routing instructions to the NS provider, or if the NS provider looses 
its ability to properly recognize or carry out NMS routing 
instructions, or at the direction of the DDTP, the NS provider shall 
automatically and immediately route calls according to NS provider 
routing scripts that have been pre-approved by the DDTP and 
individually developed for each assigned CRS toll-free number.  Such 
NS provider routing scripts shall, at a minimum, include routing to 
CCS providers by percentages of calls and time of day.  The NS 
provider shall accept changes to these routing scripts from the DDTP 
at any time.  NS bidders shall describe the type of conditional routing 
factors (percent of calls, time of day, etc.) that it can accommodate 
and its procedures for receiving and invoking NS implemented 
routing. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) Other Network Connectivity (Mandatory-Optional) 

There are various additional circuits required for communications 
between the NMS and the CCS sites, which the DDTP may also elect 
to assign to the NS provider in order to incorporate them into the 
single-vendor billing plan. 

These additional network services include connectivity for Peripheral 
Gateways (PG’s or their equivalent), CTI Applications, DDTP 
administrative workstations, and multiple circuits provisioned for 
additional redundancy.  At this time, the CCS locations, ACD types, 
the number of sites, and the possible use of a stand-by circuits, have 
not been determined. 



 
CRS RFP SECTION 6, PAGE 16 ADDENDUM 8, 7/5/02 

Peripheral Gateways (PG’s) - The PG communicates between the 
NMS site and each CCS CRS ACD and Web server location, relaying 
current conditions.  The DDTP anticipates requiring at least one 56-
Kbps circuit (and perhaps two) to each CRS CCS site.  A PG and 
related circuit is also anticipated between the NMS provider and the 
DDTP Web server. 

Dedicated Network Connections for CTI Application - The 
requirement for CCS providers to access the NMS 711 database, may 
require additional circuits between the NMS site and each of the 
respective 
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CCS CRS locations.  This application will be further refined in 
discussions between DDTP and the NMS and CCS providers’ 
engineering personnel. 

DDTP Administrative Workstation Circuit(s) - The DDTP may 
require circuit(s), from the NMS provider’s site to the DDTP’s site in 
Oakland.  This application is intended to enable dedicated direct 
access to the NMS systems for current status of network and ACD 
conditions, as well as historical reporting.  Other means of providing 
this access requirement, e.g. the Internet, are also under 
consideration. 

The DDTP may elect to have the awarded NS carrier provide any or 
all of the above circuits in order to incorporate them into the single-
vendor billing plan. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.2.3. Service Reliability 

(1.) Fault Tolerance 

The proposed NS IXC architecture including sites, hardware, 
software and connectivity shall be designed for end-to-end fault 
tolerance with redundant functionally. 

The NS provider’s CRS network shall be fully operational 99.999% of 
the time, measured annually and reported monthly. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Network Routing 

The NS provider shall ensure that all carried CRS traffic will be 
automatically routed around switch nodes or paths that may have 
traffic conditions or failures which may impact the quality of service 
specified. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Switching Facilities 

Critical NS provider network systems must be supported by 
uninterruptible power supplies and/or emergency power generators 
where appropriate for its components, switching sites, consoles and 
support terminals. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) Trouble Monitoring and Reporting 

The NS provider must have an established methodology for trouble 
reporting and tracking of events which effect CRS services.  
Automated switch and software maintenance alarms and real time 
network surveillance shall be employed. 

Once an issue is identified as having impacted the CRS service, the 
NS provider shall record the event and begin the restoration 
procedure.  Should the service not be fully restored within ten (10) 
minutes, the carrier shall notify the DDTP, NMS and CCS providers’ 
appointed agents, fully communicating the nature of the problem, its 
trouble ticket ID, and the estimated time to repair. 

Should the DDTP’s NMS or CCS providers, acting as agents of for the 
DDTP, notify the NS provider of a condition which impacts CRS 
service, a trouble ticket shall be created by the NS service personnel. 

In all instances where the DDTP is in communications with the NS 
provider regarding service outages, call-back status reports will be 
required within time frames to be specified by the DDTP. 

The trouble tickets, originated by either the NS carrier or the DDTP 
(or its agents), will remain “open” until the DDTP contact or assigned 
agent agrees that the trouble has been fully resolved. 

If a network services impacting issue is deemed not to be the NS 
carrier’s responsibility, the NS provider shall provide the DDTP, the 
NMS provider, and/or the CCS providers with technical support as 
necessary to assist in the isolation of the problem, and to aid in its 
timely correction. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) Disaster Recovery Plan 

The awarded NS provider shall submit to the DDTP a complete 
disaster recovery plan for dealing with all types of natural and man-
made problems, within 30 days of award for review and approval by 
the DDTP.  The plan shall also detail the level of escalation that will 
be employed to deal with the problem and to restore service.  A 
primary requirement is to notify and regularly update the DDTP’s 
appointed agent(s), if a major problem occurs.  At a minimum the 
plan shall address the following potential major problems: 

Outages or loss of service levels which results in 1) the inability for 
the network to receive calls from LEC’s, CLEC’s and wireless 
carriers; 2) failures to generate network route requests to the NMS 
provider; 3) inability to properly respond to NMS routing directions; 
4) the inability to reliably receive the required responses from the 
NMS provider’s systems; and 5) failures within the NS provider’s 
transmission facilities, either network or switch sites. 

NS bidders shall also submit a summary of their anticipated disaster 
recovery plan with their proposal.  The DDTP may ask bidders for 
additional detail if deemed necessary. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(6.) Security 

The NS network and the routing communications between the NS 
and the NMS must be designed and maintained to be secure from 
unauthorized access. 

All CRS customer related information, including but not limited to 
calling party names, telephone numbers, profiles and billing is of the 
highest degree of sensitivity and confidentiality.  The DDTP and the 
CPUC do not authorize any use of the CRS customer information 
that the NS provider may obtain as a result of the DDTP CRS award, 
except as specifically required elsewhere in this RFP. 

The NS provider shall describe what measures shall be in place to 
secure the network from unauthorized access and malicious actions 
from both outside and from within the NS’s physical and logical 
environments. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(7.) Hours of Operation 

The NS Provider must provide network call routing and be 
interactive with the NMS systems, 24 hours a day for every day 
during the term of the agreement. 

Emergency repair service personnel must be provided during all 
times. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.2.4. Reporting 

The NS provider will deliver various traffic and service performance reports 
to the DDTP Contract Manager with a copy to the DDTP’s assigned NMS 
provider.  The DDTP may request that data presented contain any of the NS 
provider’s measurable CRS activities and services, in detail and/or summary 
format, in tabular and/or graphic presentation.  Report data shall pertain 
only to the NS’s CRS activities, including any CCS Provider’s dedicated toll-
free service activities assigned to the NS Provider and billed to the individual 
CCS Provider.  Reports requested shall be for CRS activities of one calendar 
month unless requested otherwise by the DDTP.  Reports shall be provided 
as one set in paper copy plus one set on CD-ROM no later than the 14th 
calendar day following the month of service or on the next DDTP workday if 
the 14th falls on a weekend or holiday.  All reports provided shall become the 
property of the DDTP, e.g., they shall not be copyrighted by the provider, and 
they shall become public record.  In addition to periodic, ad hoc or other 
reports requested by the DDTP Contract Manager, the NS provider shall 
provide the following reports shown below, which in almost all instances 
shall be presented in both tabular and graphic format.  When the requested 
report is other than those shown below (except when investigating unusual 
circumstances such as complete or partial loss of service) the DDTP Contract 
Manager shall give the NS provider at least thirty days notice before the date 
the report is due unless the NS provider agrees to a lessor time on a per-
request basis.  The NS provider shall, upon the request of the DDTP, provide 
the DDTP with professional interpretation, analysis and explanation of any 
reports provided.  Within two months of award, the NS provider shall meet 
with the DDTP Contract Manager to determine types of data available for 
reporting purposes and to set up any regular monthly reports that may be in 
addition to those shown below. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

The following are among the reports that will be required: 
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(1.) Reports on Implementation Progress 

Following the award of the NS carrier services, the NS provider shall 
provide the DDTP and its agents with regular Implementation 
Progress Reports.  The progress report due dates and the acceptable 
format for the reports will be determined by the DDTP, in order to 
facilitate incorporating the NS implementation status and concerns 
into the overall project management effort. 

At a minimum, these reports will describe the current status of the 
NS implementation, changes in status since the previous report, a 
summary of the NS provider’s communications with the other DDTP 
CRS providers participating in this project, issues of concern and 
their relative urgency, and the NS project timeline incorporating 
dependencies and deadlines. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 

(2.) Reports on Service Issues 

Service impacting events shall be reported to the DDTP by the NS 
provider. The nature and severity of these events will determine the 
degree of detail required and the DDTP’s urgency in receiving such 
reports. 

At a minimum, events which trigger a trouble ticket must be 
reported in a summary report indicating the time the trouble ticket 
was opened, the nature of the problem, the time the DDTP 
authorized agent was notified of the problem, the time the issue was 
resolved, and the time the ticket was authorized to be closed by a 
DDTP agent.  If a problem becomes chronic, or at the DDTP’s 
request, additional information may be required including the 
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actions taken and the management personnel attributed as having 
responsibility for the repair. 

During the first six months of service summary reports shall be 
provided monthly.  Thereafter, unless requested more frequently by 
the DDTP, the service summary reports shall be provided quarterly.  
These service summary reports shall identify, for each service link 
and site supported, the NS provider’s trouble management 
performance which shall include: repeating service impacting issues, 
the number of trouble tickets opened, total outage times, and the 
average outage times. 

Trouble and time-to-repair reporting for NS provider network 
components which do not effect DDTP services are not required 
unless their nature or frequency threaten to impact future relay 
traffic. 

All detected attempts to breach the security of the NS provider’s CRS 
network control mechanisms must be reported to the DDTP 
immediately. 

Any significant scheduled systems upgrades or network disaster 
recovery testing must be communicated to the DDTP and its agents 
at least ten (10) days prior to the event. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Monthly Reports on Relay Traffic 

The NS provider shall deliver monthly reports on DDTP relay traffic 
carried on its network.  These detailed and summary reports will 
conform to calendar months, and will be segregated by each billable 
circuit and/or user-dialed CRS toll-free number. 
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The DDTP may request that data presented in the NS traffic reports 
contain any of the NS provider’s measurable activities and services.  
At a minimum, these monthly traffic reports shall include the total 
number of calls and minutes for completed calls, the number of calls 
not completed due to busy conditions (due to circuits or destinations), 
and they shall also be sub-totaled and tabulated for analysis by the 
hour, day, and week. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) Monthly reports of Customer Billing 

The NS provider shall submit a monthly summary report of CRS 
user billing (see RFP Sections 6.2.1.(7.) and 6.2.5.(3.)) showing the 
amount of CRS traffic as number of calls, the number of calls that are 
billable (i.e., non “local”) and the number of calls that are not billable 
(i.e., “local”), and the total amount billed to users during the month. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.2.5. Billing to the DDTP for CRS Network Services 

(1.) Billing Details 

The NS provider shall deliver monthly billing for DDTP relay traffic 
and associated network services.  It is the objective of the DDTP to 
make the billing documents issued by the NS provider easy to 
understand, without sacrificing the ability for analysis, and to reduce 
the number of individual bills produced, ideally to a single monthly 
package. 

The following services shall be included in the NS provider’s monthly 
bill: 

Inbound Toll-free Relay Traffic - By individual user dialed 
number, the toll-free traffic, including the 711 assignment. 

Outbound Relay Traffic - While CCS vendors may elect to assign 
non-user specified outbound traffic to another carrier, all CRS 
outbound traffic carried by the NS provider shall be itemized by 
source location and included in this monthly bill.  See RFP 
Section 4. 

Network Connections Between the NMS and NS provider - NS 
provider network connectivity to the NMS site for call routing 
and reporting functionality. 

Network Connections Between the DDTP and NS provider - NS 
provider network and DDTP sites administrative and call 
routing and reporting functionality.
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Network Connections Between the NMS and CCS Sites - Based 
on the services assigned to the NS provider, the circuits between 
the NS and the various CCS sites and systems. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Frequency and Format of Billing to DDTP 

The monthly bill will conform to calendar months, and will be 
segregated by each billable circuit and/or user-dialed relay toll-free 
number, as well as being provided in detailed and summary formats.  
Invoices shall be presented not later than the 14th calendar day 
following the month of service or on the next DDTP workday if the 
14th falls on a weekend or holiday. 

Billing for relay services that utilize toll-free circuits shall not 
include any calling party’s number. 

The DDTP shall direct the NS provider to deliver certain summary 
bills in a printed format.  These and other billing documents will also 
be available to the DDTP in electronic form, available on the 
Internet, and/or provided on CD-ROMs.  The DDTP will discuss the 
usability and security issues related to each of these formats with the 
NS provider and determine which information will be necessary in 
each medium. 

Prior to authorizing payment, the DDTP will utilize associated NMS 
monthly traffic reports to confirm the accuracy of the billing 
presented by the NS provider.  The NS provider’s billing will be 
presumed to be correct if discrepancies between these two traffic 
records are three percent (3.00%) or less than the NS provider’s 
records.  Should a discrepancy greater than three percent (3.00%) 
occur, the DDTP will notify the NS carrier’s authorized 
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representative within 21 days of receipt of the NS statement, and 
will proceed to authorize partial payment up to the amount of the 
NMS or NS reported network usage, which ever is less.  Working 
with the NMS provider, both the NS provider and the DDTP will 
endeavor to achieve a prompt understanding and resolution of the 
discrepancy, so that full payment is not unreasonably withheld.  A 
particular effort shall be made to identify the issues that may cause 
discrepancies, and prevent or account for them in future traffic 
analysis.
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Billing Generated Directly to CRS Users 

As provided in RFP Section 6.2.1.(7.) above, the NS provider will bill 
CRS users for relay calls associated with outbound traffic carried by 
the NS provider.  These charges will be submitted to the users’ LEC 
for incorporation into their individual monthly itemized usage 
charges, or they may be billed directly by the NS provider if the user 
has an established account. 

Individual user billing records shall not be released by the NS 
provider to the DDTP, to CRS CCS providers, or to the NMS provider 
except under conditions specifically authorized in this RFP and 
resulting contract, e.g., court order, CPUC order, financial audit, 
etcetera, and then only with the maximum allowable confidentiality 
assured. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.2.6. Bidder Experience and Capability 

(1.) Established IXC Vendor 

The NS provider must be an established interexchange common 
carrier (IXC) registered with the FCC and the CPUC.  The NS 
provider must be compliant with all FCC and CPUC rulings on 
interexchange carrier requirements including requirements relative 
to providing the network services aspect of relay calls as presented in 
this RFP, in effect at the time of this bid and subsequent to it. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Integration Experience 

If a bidding NS provider has integration experience with the Cisco 
ICM products (or equivalent solutions which enable customers to 
manage network call traffic on a call-by-call basis), provide a 
summary of these qualifications.  Note that it is required for the NS 
provider to assign experienced personnel to this implementation. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.2.7. Project Management and Coordination  

(1.) Coordination with NMS and CCS Vendors  

In order to deploy and maintain the NMS systems, a coordinated 
effort by all selected providers will be required.  Upon award of the 
selected NMS and CCS providers, the carrier network and systems 
will need to be incorporated into the NMS system design, including 
the CCS sites. 

NS bidders shall identify in their Final Proposal a CRS 
Implementation Team which shall include identification of 
individuals (by name) with demonstrated leadership experience with 
the implementation of Cisco ICM-like systems.  An identified NS 
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Project Manager will be expected to work closely and cooperatively 
with the DDTP and with the NMS and CCS providers, coordinating 
the efforts of the NS team as they refine any design issues and 
implementation details.  Within ten days of award the NS Provider 
will be required to confirm the Implementation Team members with 
at least equivalent skills and experience to those of the individuals 
proposed in the bidder’s Final Proposal. 

Where appropriate, the NS provider will assign local personnel to act 
as liaisons with the DDTP, NMS provider, and CCS CRS site 
personnel. 
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Either the provider’s Project Manager or its assigned local liaison 
will be required to participate in frequent CRS project 
implementation and coordination meetings.  At the DDTP’s option 
these meetings, as well as continuing service report meetings, may be 
in Oakland or Sacramento California.  When deemed appropriate by 
the DDTP and with adequate notice, other mandatory 
implementation, coordination or service issue meetings may be held 
at the facilities of any of the CRS service providers selected under 
this RFP. 

Procedures will be established to inform the DDTP Contract 
Manager and all providers of any anticipated future changes that 
may impact the relay services.  These changes shall include but shall 
not necessarily be limited to system upgrades of hardware and 
software, scheduled systems maintenance, and periodic testing of 
disaster recovery redundancies and procedures. 

The DDTP may authorize the NMS and CCS providers to act as 
limited agents in communicating with the NS provider on issues 
impacting operations and service. 

An agent will not be authorized, in any circumstance, to relieve the 
NS provider from the requirements or conditions as specified in this 
RFP and resulting contract, without specific written approval by the 
DDTP. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Coordination with DDTP 

The awarded NS vendor is expected to work closely and cooperatively 
with the DDTP, keeping them appraised of design and 
implementation details, options, decisions, project status and 
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problems as they occur.  Formal reports shall be submitted in 
writing, not less often than once every two weeks. 

Before the implementation of the NS component, NS provider shall 
assign an on-going Account Manger.  The Account Manager will 
become familiar with the DDTP account and applications, and be 
available to the DDTP in Oakland, California should network related 
issues or future opportunities arise. 



 
CRS RFP SECTION 6, PAGE 37 8/17/01 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3. CALL CENTER SERVICES REQUIREMENTS 

All requirements in this section apply to all forms of relay (Voice, TTY, STS, 
etcetera) unless otherwise indicated. 

6.3.1. Adherence to FCC Requirements and Standards 

All minimum standards and regulations relating to TRS found in 
47C.F.R.64.601 through 64.605 at the time of bid and subsequent to it are 
hereby incorporated by reference as mandatory standards required in the 
context of this RFP and resulting awarded contract, whether or not said 
standards are specifically mentioned, named, or referred to in this RFP.  
Specifically Sections 64.601, Definitions, and 64.604, Mandatory Minimum 
Standards, shall apply to all CRS CCS providers, and Sections 64.602, 
Jurisdiction, and 65.603, Provision of Services, shall also apply to CRS CCS 
providers that are common carriers.  Where there is a difference between the 
standard of a FCC regulation and the standard of a requirement in this RFP, 
the stricter standard of the two shall prevail relative only to that portion of 
the standard that differs except as provided for in RFP Sections 6.3.27.(4.) 
and 6.3.28.(2.), and except that notwithstanding any stricter standard in this 
RFP the standard shall not conflict with federal law. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.2. Adherence to CPUC Requirements and Standards 

All minimum standards and regulations relating to TRS established by the 
CPUC at the time of bid and subsequent to it are hereby incorporated by 
reference as mandatory standards required in the context of this RFP and 
resulting awarded contract, whether or not said standards are specifically 
mentioned, named, or referred to in this RFP.  Where there is a difference 
between the standard of a CPUC regulation or resolution, and the standard 
of a requirement in this RFP, the stricter standard of the two shall prevail 
relative only to that portion of the standard that differs, and except that 
notwithstanding any stricter standard in this RFP, the standard shall not 
conflict with CPUC regulation or order. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.3. Hours of Operation 

Each CCS vendor shall maintain all CRS CCS operations every day of the 
year, 24 hours per day, with the exception that VRS must be provided at a 
minimum from 7:00 AM to 12:00 AM Pacific Time zone, seven days a week 
for the first year and then 24 hours per day thereafter. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.4. Transmission Protocols 

Each CCS provider must furnish all necessary telecommunications 
equipment and software capable of full and normal communication with 
inbound callers and outbound called parties compatible with relay equipment 
commonly in use and at speeds generally in use during the duration of the 
contract, which at a minimum shall include support for TTY, voice, computer 
and video users via the following protocols: 

Voice .................Public switched network 
STS ...................Public switched network 
TTY...................Baudot 
TTY...................Turbo code® 2 
TTY...................ASCII 
Computer .........ASCII 
Video Relay ......ISDN 
Video Relay ......Internet Protocol (IP) 
Web Chat..........Internet Protocol (IP) 

                                            
2  Or functionally equivalent compatible with turbo code TTYs issued by the DDTP.  “Turbo 

code” is a registered trademarked of Ultratec Incorporated.  For more information on providing Turbo 
code, contact Ultratec Incorporated at 450 Science Drive, Madison, WI 53711, (608) 238-5400. 
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The CCS provider’s equipment shall automatically adjust to match the speed 
of the CRS user’s equipment or service to prevent garbling, errors, or other 
loss or reduction of communication accuracy. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.5. CRS Network Architecture 

The CCS provider shall offer a relay solution that supports the envisioned 
CRS environment and architecture as described in RFP Section 4.  The CCS 
bidder shall describe how it plans to support that environment, shall assure 
the DDTP that it can provide and support all portions of the service involving 
CCS and/or shall identify all portions that it cannot support and shall offer 
alternatives thereto.  The bidder’s response needs to be comprehensive 
enough for the DDTP to be assured that, in addition to the bidder’s response 
to the specific CCS requirements of RFP Section 6.3 et seq., the bidder is 
willing and capable to provide CRS call center services within the overall 
CRS design as depicted in Section 4 of this RFP. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

In addition to the general assurance and description above, the CCS bidder 
shall also provide assurance and description regarding the following as more 
fully described in RFP Section 4 and in other parts of RFP Section 6: 
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(1.) Acceptance of Active Status Monitoring by the DDTP 

The CCS provider shall permit the DDTP through its NMS provider 
to actively monitor the status and conditions of service at all of the 
CCS provider’s sites that will be handling CRS calls. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Acceptance of CRS Traffic Allocation by the DDTP 

The CCS provider shall accept the DDTP’s percentage allocation of 
CRS inbound traffic for which CRS users have not stated their 
preference of CCS vendor either through caller profile or 
presubscription or by dialing the CCS vendor’s dedicated CRS toll-
free numbers, where such allocation by the DDTP is a result of the 
evaluation of CCS vendor proposals and the resulting awards as 
described in RFP Section 9, and as further modified by acceptance 
testing and continuous and periodic performance monitoring as 
described in RFP Section 10. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Employment of the DDTP’s 711 Database 

(a.) Use and Access of the 711 Database 

The CCS provider shall rely upon the DDTP’s 711 database 
provided by the NMS provider as described in RFP Sections 
4.8.4 and 6.4.1.(5.) for the routing of CRS calls to the CCS 
providers.  The CCS providers shall be able to electronically 
access DDTP’s 711 database to confirm or ascertain the status of 
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a CCS provider’s CRS customer’s 711 data, or to enter, change 
or delete a customer’s 711 data.  Such access activities shall only 
be initiated at the specific request of the CCS’s CRS customer 
and only for one time per request and only to access the 
customer’s specific record, unless granted other specific and 
limited access by the DDTP for problem resolution or other 
specifically defined tasks.  Access shall be subject to the security 
protocols developed by the NMS provider and approved by the 
DDTP.  Entering, changing or deleting customer 711 
information shall also be subject to the procedural protocols 
developed by the NMS provider and approved by the DDTP.  It 
shall be the CCS provider’s 
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responsibility to provide the hardware and software at the CCS 
provider’s site necessary to enable its customer service and/or 
CAs with the above access to the NMS provider’s 711 database. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) CRS User Requests 

It shall be the CCS provider’s responsibility to keep data in the 
711 database current with CRS user requests, whether those 
requests are provided to the CCS vendor directly from the CRS 
user or indirectly via the DDTP or other entities acting on the 
user’s behalf, e.g., consumer service organizations for people 
with disabilities. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(c.) Use of 711 Forms 

The CCS provider shall only use 711 forms provided by the 
DDTP and may not combine the choice of relay provider within 
their customer preference forms, except as might be specifically 
authorized by the DDTP for special situations.  In such cases of 
special authorization, non-DDTP created forms shall require 
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further approval as described in RFP section 6.3.40.(2.)  If such 
special authorizations are for CCS developed web site or other 
automated access methodologies designed to capture CRS 711 
information directly from the customer, the customer interface 
design, including instructions, scripts and data-entry field 
formats of all such web and automated methodologies must be 
pre-approved by the DDTP.  CCS provider’s web or other 
automated 711 entry shall also include a verification component.  
All CCS provider 711 web site or other automated 711 customer 
data entry systems shall also clearly state any other related 
information required by the DDTP, including that the 711  
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information shall only be registered with the DDTP for 711 
purposes and not with the CCS provider. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 
(d.) Request Modalities 

The CCS provider shall accept CRS customer 711 database 
information via hand delivery, mail, fax, email and other 
electronic transmission, and in all modes of relay (voice, TTY, 
STS, VRS, WCR, etcetera.)  When CCS selection information is 
accepted or changed via relay, the request may be handled by 
the CA or by their customer service staff, or by both, and shall 
be in the relay modality of the caller.  If the caller is connected 
to a CA and wishes to provide 711 information, the CA shall not 
require the caller to hang up and redial the CCS provider’s 
customer service number, but may at the option of the CCS 
provider, transfer the call to its customer service staff.  The CA 
may not relay the call between the caller and the customer 
service staff. 

Live requests for 711 relay provider selection or updates shall 
only be taken from the CRS customer directly or from an 
immediate family member, unless authorized in writing by the 
CRS customer.  When a CRS user calling into the CCS provider 
wishes to sign up for a CCS provider other than the CCS 
provider taking the call, the CCS provider shall either take and 
process the user’s request, or shall refer the caller to the 
customer service number (or IP address) associated with the 
relay mode of the caller, of the CCS provider that the user 
wishes to sign up with. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 
(e.) Slamming 

CCS providers may not develop or change 711 records based on 
a caller’s history of accessing the CRS provider via the CCS 
provider’s own toll-free numbers.  Any form of creating, 
changing or deleting of 711 records by the CCS vendor without 
specific authorization by the customer or an
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immediate family member, i.e., “slamming,” shall not be 
allowed, and shall be grounds for assessment of liquidated or 
other damages, CRS immediate traffic reallocation outside of the 
constraints detailed in RFP Section 10, a stop work order, 
contract termination for cause, and/or penalties or orders 
imposed by the CPUC or the FCC.  CCS providers shall 
proactively and strongly warn all CAs, supervisor and customer 
service personnel against conducting any type of slamming, 
whether intentional or unintentional.  At a minimum such 
warnings shall be a part of the CA, supervisor and customer 
service initial and periodic training.  The DDTP reserves the 
right to require CRS providers to change their individual 
practices or procedures that in the sole opinion of the DDTP may 
lead to or encourage slamming. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(f.) Confirmation of 711 Data 

When 711 database information is received via relay either by 
the CA or by customer service, the CCS provider shall ask if the 
caller would like to receive a confirmation copy of their 711 
record by mail, fax or email.  When the user wants to receive the 
confirmation copy the CCS provider shall confirm with the user 
the user’s mailing address, fax number or email address as 
appropriate.  Note that address, fax number or email address 
information might not be included in the user’s 711 record, and 
any portion not included in the user’s record shall not be 
retained by the CCS provider after the confirmation copy is sent.  
The CCS provider shall send the confirmation copy within 24 
hours of the request.  Users shall also be able to request a copy 
of their 711 record via relay at any time. 

If the CRS user states that they do not wish to receive a 
confirmation copy of their 711 data, the CCS provider shall ask 
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the CRS user if they would like to have a second CCS person 
independently confirm with the caller any new information or 
any changes to the information before it becomes effective (i.e., 
before the information is electronically submitted to the NMS 
711 database.)  If the caller says that they do want another 
person to confirm the information, a second CCS person shall 
either come on the line or the user shall be transferred to the 
second person.  The second CCS person that confirms the caller’s 
711 data shall only be a customer service representative, a 
supervisor or a manager; not a regular CA.  When the second 
CCS person does confirm the choices with the caller, this second
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person shall provide their operator number to the caller at both 
the beginning and end of the transaction.  The DDTP may at 
any time modify, eliminate or reinstate this requirement for 
confirmation by a second person. 

The CCS provider shall retain a copy or record of the CRS 
customer’s request for audit purposes as specified in CCS 
contract clause 10, Examination and Audit. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(g.) Delivery of 711 Data 

All new and changed 711 information shall be electronically 
delivered to the NMS database in a format to be specified by the 
NMS provider and approved by the DDTP.  The 711 information 
shall be delivered at least once nightly.  New and changed 711 
information shall not be aged more than 24 hours from the time 
the CCS provider received the CRS user’s request before it is 
electronically submitted to the NMS database.  CCS providers 
shall work with the NMS provider to establish procedures for 
timely resolution of required data format, input errors, and 
other data problems.  The NMS provider shall take the lead in 
determining and developing the required data structure and 
procedural standards.  If the NMS and CCS providers cannot 
agree on specific standards, procedures and protocols, or 
changes thereto, the DDTP reserves the right to order the 
providers to comply such standards, procedures and protocols as 
deemed necessary by the DDTP, and the providers shall do so.  
Such procedures shall be implemented prior to CCS providers 
accepting live relay calls, and shall require the approval of the 
DDTP project manager.  The CCS providers shall continue to 
cooperate and work with the NMS provider and the DDTP in 
adding to or modifying the procedures after in-service/cutover, 
as necessary. 



 
CRS RFP SECTION 6, PAGE 28D ADDENDUM 6, 5/10/02 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(4.) Selection of Inbound Carrier and ISP 

The CCS Provider shall at its own expense make all necessary 
arrangements to receive inbound CRS calls from the awarded NS 
Provider, e.g., either directly or via LEC tandem, for CRS calls placed 
to the DDTP’s own toll-free CRS numbers and placed to “711.” 

In addition, if the CCS Provider elects to establish its own dedicated 
toll-free access numbers per RFP Section 6.3.8.(2), it may arrange for 
the awarded NS Provider to carry the CRS calls placed over those 
numbers, and/or it may, with the prior written approval of the DDTP 
Contract Manager, arrange for an alternative interexchange carrier 
(other than the NS Provider) to carry those calls, including itself if 
the CCS Provider is an interexchange carrier.  The DDTP’s approval 
shall be based on the alternative carrier’s ability to satisfy the 
applicable implementation, integration, operation and reporting 
requirements of Section 6.2. 

Assignment of the CCS Provider’s own dedicated toll-free CRS 
numbers to the NS Provider or to another carrier shall be via a 
contract directly negotiated between the CCS Provider and the NS 
Provider or other carrier.  All costs associated with the integration 
and connectivity between the CCS Provider’s selected inbound 
carrier and the CCS Providers’ CRS sites shall be the direct 
responsibility of the CCS Provider.  Note that per RFP Section 
6.2.1.(1.), the NS Provider must offer its inbound services to the CCS 
Providers for CRS calls at the same inbound per minute rate that it 
offered to the DDTP.  Contracts between a CCS Provider and an 
alternative (non-NS Provider) inbound carrier shall require the 
carrier to provide timely monthly reports directly to the DDTP on the 
CCS Provider’s inbound CRS traffic, equivalent to the reports 
stipulated in RFP Section 6.2.4.(3.), which shall become public 
record. 

Assignment of a CCS Provider’s own dedicated toll-free numbers to 
an interexchange carrier other than the NS Provider shall also 
require the CCS Provider to directly negotiate a contract with the 
awarded NMS Provider to enable the NMS Provider at a minimum to 
directly measure inbound CRS traffic by call type and to report such 
directly to the DDTP, which shall also become public record.  The 
CCS Provider shall be directly responsible for all costs of such 
services, including initial and reoccurring costs of all necessary 
circuits between the NMS routing and reporting platform(s) and the 
selected alternative carrier.  Assignment of a CCS Provider’s own 
dedicated toll-free numbers to the awarded NS Provider shall not 
require the CCS Provider to establish a separate contract with the 
awarded NMS Provider. 
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The cost of receiving inbound CRS calls from the NS provider (or 
from the CCS provider’s assigned and approved other inbound 
carrier) and the cost of any further delivery of those calls shall be the 
responsibility of the CCS provider.  Such costs may include but are 
not limited to tariffed IXC transfer costs, any CCS provider assigned 
receiving carrier’s inbound network charges, and any charges 
associated with the information required to process relay calls (ANI, 
DNIS, etc.) by the CCS provider’s circuits or network. 
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Internet based inbound CRS traffic, i.e., the cost of the inbound 
portion of a relay call delivered over the Internet (such as inbound 
VRS or WCR calls), shall be the responsibility of the CCS Provider.  
The CCS provider shall make all necessary arrangements, at its own 
expense, for such inbound services through an IP service provider of 
the CCS Provider’s choice.  (Note that, per RFP Section 6.3.29, if the 
CCS Provider offers Voice-over-IP for CRS calls, Voice-over-IP shall 
only be used at the request of the inbound calling party.) 

The CCS Provider shall be responsible for the inbound traffic placed 
over its own toll-free CRS numbers regardless of whether the NS 
Provider or an alternative carrier is selected by the CCS Provider to 
carry the calls.  The DDTP shall not pay any party for the cost of 
carrying, monitoring or reporting inbound CRS calls placed to a CCS 
Provider’s own dedicated toll-free numbers or for inbound CRS calls 
placed to a CCS Provider’s own Internet web sites or IP addresses. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) Selection of Outbound Carrier and ISP 

The CCS provider understands that it may select any FCC and 
CPUC registered interexchange common carrier of its choice for 
carrying its outbound relay calls, including itself if it is such a 
common carrier, provided that the CRS caller has not stated a 
different preference of outbound carrier either through caller carrier 
of choice preference, caller profile or presubscription or directly to the 
CCS CA, and provided all requirements contained in the RFP for 
carrying outbound relay traffic (including caller billing) have been 
met by the carrier and connectivity with the carrier has been 
established by the CCS provider.  The CCS provider further 
understands that it may route such outbound calls to the CRS NS 
provider except as stipulated in RFP Section 6.3.5.(4.) 
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Internet based outbound CRS traffic, i.e., the outbound portion of a 
relay call delivered over the Internet (such as outbound VRS or WCR 
calls), shall be the responsibility of the CCS Provider.  The CCS 
provider shall make all necessary arrangements, at its own expense, 
for such outbound services through an IP service provider of the CCS 
Provider’s choice.  (Note that, per RFP Section 6.3.29, if the CCS 
Provider offers Voice-over-IP for CRS calls, Voice-over-IP shall only 
be used at the request of the inbound calling party.) 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(6.) Compatibility with NMS platform 

This RFP assumes that the NMS platform shall be a Cisco ICM or 
equivalent (e.g., Genesys), and therefore each CCS vendor’s sites that 
will handle live CRS calls must use switching systems, e.g., PBXs, 
ACDs, Automated Response Units (ARUs), etc., that are certified by 
Cisco to be compatible with the Cisco ICM product platform.  
Certified switching systems include but are not limited to Alcatel, 
Aspect, Ericsson, Lucent, Nortel (central office based and PBX 
based), Rockwell, and Siemens.  The CCS bidder shall state the make 
and model of each CCS switching system to be used to handle CRS 
calls, and shall provide proof of compatibility to the Cisco ICM. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.6. Common Carrier Requirements 

CRS CCS providers are required to assure that in all agreements with 
common carriers (interexchange carriers or IXCs) to handle outbound calls, 
the common carrier shall abide by the following requirements.  These 
requirements also apply directly to the CRS CCS 
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provider if the CCS provider is also a common carrier.  CCS providers are 
also required to assure that their systems and procedures shall support the 
following requirements. 

(1.) Billing of Originating Parties 

The IXC may bill the originating calling party for all completed 
outbound relay calls carried by the IXC.  Uncompleted calls (busy, no 
answer, and network intercepted calls) shall not be billed to the 
caller.  Start time for customer billing of each relay call shall not 
begin before the calling party is actually connected to the called party 
or to an answering machine or recorded message of the called party 
and relay has begun.  End time for customer billing of each relay call 
shall be when either the caller or the called party hangs up.  
Customer billing shall not include CRS call setup or wrap up time of 
either the inbound or outbound call.  Billing for such completed relay 
calls may be either direct to the caller or through billing 
arrangements that the IXC makes with the calling party’s LEC.  In 
any case, in accordance with FCC regulations, the IXC shall not bill 
the originating calling party for more than as if the call were a voice 
call placed directly between the calling party and the called party, 
i.e., CRS users shall pay no rates greater than the rates paid for 
functionally equivalent voice communication services with respect to 
such factors as the duration of the call, the time of day, and the 
distance from point of origination to the point of termination.  In 
response to this requirement, CCS bidders shall also affirm that they 
shall provide the necessary data, signaling and/or instructions to 
IXCs necessary for the IXCs to be able to properly process the CCS’s 
California Relay Service calls. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(2.) Special Services Calls 

The IXC provider shall provide special billing services (e.g., credit 
card, collect, etc.) on a call-by-call basis per instructions passed on to 
the IXC by the CCS providers (see RFP Section 4) and at a minimum 
shall include collect calls, person-to-person calls, calls to and from 
hotel rooms, non coin sent-paid calls from payphones3; calls charged 
to a third party, calls charged to any non-proprietary California local 
telephone company calling card, to any non-proprietary 
interexchange company calling card, and to major credit cards that 
permit telephone usage billing.  Relay calls that involve special 
services such as credit card billing, collect calls, person-to-person 
calls, may be billed to the caller by the IXC as if they were an 
equivalent special service voice call.  The IXC may decline to 
complete a call because credit authorization is denied.  In response to 
this requirement, CCS bidders shall also affirm that they shall 
provide the necessary data, signaling and/or instructions to IXCs 
necessary for the IXCs to process the above types of special service 
calls. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Call Equivalency Discount Plans 

For purpose of billing the CRS caller, the IXC may offer discounts off 
their tariffed rates.  The CRS caller community has had a long 
history of discounted CRS calling rates.  Refer to RFP Section 3.5.1. 
for present discount rates.  Effective rates shall not cause a caller to 
be billed for services at a rate greater than if the call was directly 

                                            
3 Per FCC docket 90-571, Second Further Notice of Proposed Rulemaking, FCC 01-89, released 

3/16/2001. 
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between the caller’s number and the called party’s number.  The IXC 
shall honor a customer’s calling and billing plan that has been 
separately subscribed to between the caller and the IXC.  CCS 
providers shall solicit discounted rates for relay calls from all IXC 
carriers that agree to complete the CCS provider’s relay calls, and 
shall inform the DDTP, as well as all callers who inquire about IXC 
rates, of their IXC agreed to tariff discounts for CRS callers. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(4.) CCS Carrier Routing of Local Calls 

Notwithstanding the requirements of RFP Section 6.3.5.(5.) if the 
CCS provider is also a common carrier, it shall not route non-caller 
designated outbound traffic4 of 40 miles or less5 to any other IXC, 
(including the NS provider except where the NS provider and the 
CCS provider are the same firm.)  Each CCS provider further assures 
that if the CCS provider is a common carrier, it shall not bill CRS 
callers for completed relay calls of 40 miles or less between the 
caller’s serving central office and the called party’s serving central 
office. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.7. Network Facilities 

Adequate network facilities (e.g., between the CCS CRS platform and the 
LEC tandem, between the CCS CRS platform and any direct connection to 
IXC circuits, etc.) shall be used in conjunction with CRS so that under 
projected calling volume the probability of a busy response due to loop trunk 
congestion shall be functionally equivalent to what a voice caller would 
experience in attempting to reach a party through the voice telephone 
network.  Network facilities shall be provided by the CCS CRS vendor at a 
P.01 grade of service or better, wherein no more than one percent (1.00%) of 
the calls at the busiest hour of each day are unable to be delivered to the CCS 
CRS platform due to inadequate facilities for each type of relay service being 
supported.  The transmission circuits engaged by each CCS vendor shall meet 
or exceed FCC and CPUC interexchange performance standards appropriate 
for the relay services they are designed to support.  All network facilities used 
to carry live CRS calls that terminate or originate at the CCS Provider’s sites 
shall be the direct responsibility of the CCS provider. 

                                            
4 See RFP Section 6.3.5.(5.) for a description of non-caller designated traffic. 

5 “Local calls” as defined in RFP Section 6.2.1.(7.)(d.) 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.8. Access Numbers and IP Addresses 

(1.) DDTP CRS Numbers and IP Addresses 

Public access to the CCS CRS providers for the purpose of placing 
CRS calls will be provided by assigned DDTP numbers, and as 
ordered by the FCC through 711 access.  Within California, 711 was 
implemented in October of 2001.  All 711 calls are forwarded at their 
local switch to a designated 800 number.  The current DDTP toll-free 
numbers are listed in RFP Section 3.4.1.  The DDTP shall retain the 
right to add, change or delete its toll-free numbers for CRS access at 
any time, including the addition of 900 numbers for use by callers 
who wish to reach an outbound 900 number.  The DDTP’s CRS 800 
numbers will be assigned to the Network Services provider. 

The DDTP may also retain links on its website or may provide 
specific website or IP addresses for public access to the CCS 
Providers via the Internet for IP-based CRS calls, e.g., VRS and 
WCR.  The DDTP shall retain the right to add, change or delete its 
IP based CRS links or addresses at any time. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) CCS Provider Dedicated Access 

At their own expense, awarded CCS CRS providers may also 
establish their own dedicated toll-free numbers for access to CRS, 
such as: 1) a voice access number; 2) a TTY Baudot access number; 3) 
an ASCII access number, 4), Spanish access numbers, 5) a STS 
access number, 6) a TTY HCO access number, 7), a TTY VCO access 
number, 8) a VRS access number, 9) various customer service 
numbers for different relay modes, 10) a 900 inbound access number 
to facilitate LEC based call blocking or non-blocking for callers who 
might wish to place a 900 number outbound call, 11) et cetera.  (Note 
that in RFP Section 6.3.41 CCS vendors are required to separately 
report call volumes, ASA and other performance factors for each of 
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these types of calls.)  CCS vendors shall notify the DDTP project 
manager in writing of all their CRS access numbers at least 45 days 
prior to the number becoming operational.  CCS CRS vendors shall 
not establish any other means of telephone access for CRS calls 
reimbursed by the DDTP. 

CRS calls placed to a CCS Provider’s own dedicated toll-free numbers 
shall be delivered to the CCS Provider, regardless of the caller’s 
choice of CCS Provider registered in the DDTP’s NMS 711 database. 
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The DDTP may also retain links on its website or may provide 
specific website or IP addresses for public access to the CCS 
Providers via the Internet for IP-based CRS calls, e.g., VRS and 
WCR.  The DDTP shall retain the right to add, change or delete its 
IP based CRS links or addresses at any time. 

If and when the DDTP shall pay the CCS Providers directly for VRS 
and/or WCR services.  Internet access to CRS CCS vendors for 
Internet-based calls shall only be through websites or URLs 
approved by the DDTP, and at the DDTP’s option CRS access to 
CCSs via the Internet may be restricted to the DDTP’s web site. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3) Treatment of Non-Operating CCS CRS Numbers 

At the option of the DDTP, a CCS provider’s own CRS access 
numbers may be released back to the CCS vendor at the conclusion 
or termination of the contract, or may be turned over to the DDTP.  
In either case if the access number is no longer used for CRS calls 
relayed by the CCS vendor (e.g., the CCS vendor was not awarded a 
follow-on CRS contract), the DDTP may require the CCS vendor to 
assign a special treatment to the CRS number at the CCS vendor’s 
expense, such as provide call forwarding to 711 or to a DDTP 
number, and/or provide a recording in the mode of relay appropriate 
to the prior use of the number.  The recording may be required to 
state that the CCS provider is no longer providing CRS relay service 
and shall advise the caller to dial 711 and/or another DDTP CRS 
number.  The exact content of the message must be approved by the 
DDTP Contract Manger.  The message must be maintained with 
enough ports to handle the traffic and shall be provided by the CCS 
vendor for ninety days or as long as the number remains published in 
California LEC telephone books, whichever is longer. 
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At the option of the DDTP, a  CCS website or IP addresses that no 
longer handle CRS IP-based traffic may be required to contain a 
notice to that effect, and/or may be required to automatically forward 
to a different website or IP address designated by the DDTP.  Such 
notice and/or forwarding may be required for at least 90 days beyond 
the termination of its associated CRS service offering. 

The CCS Provider’s obligation under this Section shall survive the 
termination of the CCS vendor’s contract with the DDTP. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 

6.3.9. Answer Protocol 

(1) Relationship of Answer Protocol to ASA 

CCS providers may answer incoming calls by an automated method 
offering a recorded message, a response to a TTY device or web chat 
session, or similar service in order to facilitate processing the call or 
to provide notice to callers of emergency situations.  Examples of 
such automated methods might be an invitation to the caller for the 
caller to enter the digits of the desired outbound call or macros 
associated with specific communication assistants to answer the call 
with a recorded greeting.  If CCS Providers offer an automated user 
interface that allows CRS users to directly enter the number of the 
outbound called party, the CCS Provider shall also offer the entering 
of the outbound call by the CA, i.e., the CCS Provider shall not 
require CRS users to enter their own outbound numbers.  Choice of 
dialing method presented to CRS users shall not require the user to 
enter a digit in order to select outbound dialing by the CA. 

If such initial answering methods are employed the Average Speed of 
Answer (ASA) measurement of each call shall begin when the call is 
delivered to the CCS CRS center and is offered to the systems, and 
shall include all of the time that the call spends in queues waiting for 
a live agent, including for example the sum-total of time that the call 
spent 1) in a first queue waiting to receive the automated message, 2) 
any queues or wait time during the announcement period not 
necessary for processing the call if a relay agent were available (for 
example notices of expected wait times or general relay instructions 
or options), and 3) time after the caller’s entry of information (or at a 
DDTP acceptable time-out period) and before the call is answered by 
a live communications assistant ready to relay the call. 

If a call is placed in a secondary queue after being answered by a live 
CA, the time in queue or on hold shall be included in the Average 
Speed of Answer unless the time was strictly used by the CA for 
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establishing the outbound relay call and/or explaining relay to the 
outbound called party. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(2.) Conventions for Answering and Concluding Calls 

All initial answering of CRS calls shall be answered in the relay 
modality of the caller if known, and shall adhere to the following 
protocols, whether answered by live person or by a recorded or 
electronic message of some type: 

All Voice calls that are not for Speech-to-Speech (and all HCO 
calls when known) shall be answered by stating “California 
Relay Service, [Vendor name]” and when assigned to a CA shall 
be followed by, “Operator [number]” immediately followed by the 
letter “F” or a “M” to indicate the CA’s gender, and then followed 
by, “Go Ahead” 

Speech-to-Speech calls shall be answered by stating “California 
Speech-to-Speech Service, [Vendor name]” and when assigned to 
a STS CA shall be followed by, “Operator [number]” immediately 
followed by the letter “F” or a “M” to indicate the STS CA’s 
gender, and then followed by “Go Ahead.” 

All text based relay modes, e.g., TTY, ASCII and WCR, (except 
HCO when known), shall be answered, ”CRS, [Vendor name]” 
and when assigned to a CA shall be followed by, “CA [number]” 
immediately followed by the letter “F,” or a “M,” to indicate the 
CA’s gender, and then followed by “ GA” except that two-line 
VCO calls (when known) do not need to have “GA” typed. 

Spanish relay calls shall be answered in the Spanish equivalent 
to the above protocols. 

All VRS calls shall be answered by signing “California Relay 
Service, [Vendor name]” and when assigned to a CA shall be 
followed by, “CA interpreter [number]” immediately followed by 
the letter “F” or a “M” to indicate the CA’s gender. 

711 calls shall first be answered by voice (which includes STS and 
Spanish).  If there is if no response from the caller, then the call will 
next be answered in TTY mode.  If there is no TTY response, then the 
call will next be answered in ASCII.  If there is no ASCII response, 
then the call will again be answered by voice, continuing to TTY and 
ASCII before disconnecting for no caller response.  The DDTP 
reserves the right to change the order of answering or to add other 
CRS services into the order. 
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At the conclusion of the call, the CA shall state, either live or by 
recorded message, in the modality of the caller, “[Vendor name]”, 
“Operator,” “CA interpreter” or “CA,” “[number]” immediately 
followed by an “F” or a “M” to indicate the CA’s gender. 
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The DDTP reserves the right to modify the conventions for answering 
and concluding CRS calls.  Such changes shall allow appropriate time 
for vendor training and/or notification to its CAs as appropriate. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Periodic Special Messages 

CCS providers may be required by the DDTP (or pre-authorized by 
the DDTP) to periodically and temporarily provide CRS callers with 
special information in response to emergencies or reduced service 
level conditions.  Examples of such conditions may be the loss of a 
CCS provider, loss of access to caller profile data, an inability to relay 
calls or excessive long wait times due to a national or regional 
disaster (e.g., earthquake, flood, conflict), etcetera.  Messages shall be 
provided in the same mode as the incoming call. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.10. Speed of Answer (ASA) 

Each CRS CCS vendor must meet a daily average speed of answer (ASA) 
time as stipulated below for each mode of relay over each 24-hour period 
beginning at 12:00 AM Pacific Time zone: 

• three-and-three-tenths (3.30) seconds for voice calls (English) 
• three-and-three-tenths (3.30) seconds for TTY calls, including HCO 

and VCO (English) 
• three-and-three-tenths (3.30) seconds for ASCII calls 
• three-and-three-tenths (3.30) seconds for voice and TTY calls (Spanish) 
• three-and-three-tenths (3.30) seconds for Web chat calls 
• seven (7.00) seconds for Speech-to-Speech 
• seven (7.00) seconds for Video Relay except via ISDN 
• forty (40.00) seconds for Video Relay via ISDN 
• three-and-three-tenths (3.30) seconds for any other types of CRS calls 

Each relay mode’s ASA shall be independently measured by an average of its 
actual answer times calculated as the sum of all of its individual call answer 
times divided by the number of its inbound calls; not by periodic sampling, 
nor by an average of averages.  Measurement of ASA shall begin when the 
CCS vendor’s switching system (ACD or other system) accepts the call from 
the local exchange carrier and the call is delivered by the public switched 
network to the CCS TRS center.  The CCS TRS center shall accept all calls 
immediately when offered by the LEC (without delay) or shall return a busy.  
Measurement of speed of answer shall continue until the accepted call is 
either abandoned or answered by a live CA ready to relay the call; not placed 
in queue, placed on hold, or given ringback or other treatment, or answered 
by a live communication assistant or other party that is not prepared to relay 
the call (such as if 711 calls would be first answered by a live agent solely to 
determine the call type before transferring the call to a communications 
assistant who will then relay the call.)  Abandoned calls shall be included in 
the speed of answer calculation.  ASA shall be reported in both daily and four 
hour increments. 

The VRS and Web Chat ASA requirements need not be implemented until 
such time that the FCC requires them or the DDTP pays the CCS Providers 
directly for these services.  See RFP Sections 6.3.27.(4.) and 6.3.28.(2.) 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
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Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.11. Blockage Rate 

Average daily blockage rate for all calls into CRS shall be no greater than one 
percent (1.00%), to assure a P.01 grade of service.  The blockage rate shall be 
independently measured for each mode of relay over each 24-hour period 
beginning at 12:00 AM Pacific Time zone, as listed below: 

• voice calls (English) 
• TTY calls, including HCO and VCO (English) 
• ASCII calls 
• voice and TTY calls (Spanish) 
• Web chat calls 
• Speech-to-Speech 
• Video Relay 
• any other types of CRS calls 

Each relay mode’s blockage rate shall be measured as a percentage of each 
mode’s calls received by the LEC and other entities serving the CRS CCS 
facility (e.g. directly connected IXCs, Internet carriers, etc.) for delivery to the 
CRS CCS provider that are either not delivered due to congested circuits to 
the CRS CCS, or are presented but not accepted by the CRS CCS vendor (e.g., 
busy or ring no answer due to exceeded ACD thresholds such as all agents 
busy or long queue times).  In order to permit the CRS CCS vendors to 
monitor their own blockage rate, they shall obtain necessary traffic data from 
its network providers (LECs, etc.) on an ongoing basis, and at the DDTP’s 
option, shall authorize (via letter of agency) the DDTP or its agent to do so for 
monitoring purposes. 

The VRS and Web Chat Blockage Rate requirements need not be 
implemented until such time that the FCC requires them or the DDTP pays 
the CCS Providers directly for these services.  See RFP Sections 6.3.27.(4.) 
and 6.3.28.(2.) 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.12. Real Time 

CRS shall transmit and relay conversations between the caller and 
the called parties in real time, that is, where each party to the 
conversation is concurrently present on the call. 
Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.13. Use of ANI 

CCS CRS vendors shall utilize ANI (Automatic Number Identification) 
technology so that no caller is required to give his/her originating calling 
number, except in instances where ANI information is not presented with the 
call. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.14. CCS CRS Sites 

CCS CRS providers may use more than one call center or agent location from 
which to relay CRS calls.  Bidders shall list all sites that they propose to use 
for answering and relaying CRS calls.  CCS CRS vendors shall list all 
proposed sites that will be relaying CRS calls including applicable 
subcontractor locations, e.g., used for VRS, directory assistance, operator 
services, etcetera, and on an ongoing basis, shall notify the DDTP at least 60 
days prior to adding or removing sites from the list.  Only sites in the 
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continental United States and Canada shall be acceptable.  Vendors are 
strongly encouraged to establish CRS CCS sites within California. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.15. Connection to the NMS 

(1.) Data Circuits 

CCS CRS vendors shall authorize a 128k data connection from each 
of their CRS CCS sites to the NMS provider or to another entity as 
designated by the DDTP for the purpose of real-time monitoring of 
CCS CRS status, and for the delivery of information to the CRS call 
center.  One connection per site is required.  The NMS provider site 
shall be located within the continental United States. 

The DDTP shall pay for up to two (2) such connections per CCS CRS 
vendor.  The CCS CRS vendor shall pay for all additional 
connections.  The data connections shall be maintained for the 
duration of the contract. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Systems Integration 

The CCS CRS vendor shall provide the necessary hardware and 
software to facilitate the integration to the NMS provider’s system(s) 
as specified in the CRS RFP.  The NMS provider shall not install 
and/or maintain hardware or software components (e.g., circuit 
boards, CTI links) within the CCS provider’s system(s). 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 
location______________________ page______ paragraph______ 
Description: 
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(3.) Provide Facilities and Access For NMS Integration  

The CCS CRS vendor shall provide the necessary space, power and 
grounding to satisfy the requirements of the NMS integration 
system(s) as specified in the CRS RFP.  The environmental and 
security conditions of the provided facilities shall be in accordance 
with those systems owned and maintained by the CCS provider, as 
well as meet applicable national and local electrical and workplace 
safety standards.  With adequate notice, the CCS provider shall 
afford the NMS provider with reasonable access as needed to plan, 
install, test and maintain their equipment. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 
location______________________ page______ paragraph______ 
Description: 
 
 
 

6.3.16. Dynamic Call Routing 

CCS CRS vendors proposing to use more than one site and that also plan to 
route CRS calls between their sites (for example to accommodate overflow 
traffic, to avoid high ASAs, to take advantage of skills based routing or caller 
profile preferences, etc.) must describe the architecture of their dynamic call 
routing system and identify potential incompatibilities with the CRS service 
components (NS, CCS and NMS) as envisioned by this RFP. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.17. Service Reliability 

CCS CRS sites and serving platforms shall have redundancy features 
functionally equivalent to the equipment in normal central offices, including 
uninterruptible power for emergency use. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

In addition, providers’ systems must be designed to meet the following 
reliability specifications: 

(1.) Uninterruptible Power 

The uninterruptible power system must support the switch system 
and its peripherals, TRS platform room environmentals, CA and 
supervisor consoles/terminals, CA and supervisor work site 
emergency lights, and call detail recording. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) TRS Platform 

The TRS platform (switching and data systems used to process CRS 
calls) shall at a minimum include a redundant CPU on “hot stand by” 
or equivalent to ensure that no calls are dropped due to processor 
failure, a full Maintenance and Administrative Terminal with 
keyboard, screen and printer capabilities, on-line system monitoring, 
real time programming capabilities which will not take the system off 
line, the ability to perform preventative maintenance without taking 
the system off line, and an inventory of spare critical components 
which are maintained on site to ensure the required levels of service 
are met. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(3.) Intercept Messages 

Intercept messages as appropriate shall be provided if a system 
failure occurs within the relay switch, the relay center, or on 
outbound circuits, and the call cannot be completed or completion 
may be delayed.  Voice, Baudot, ASCII and web-based messages shall 
be provided.  Intercept messages on inbound circuits may or may not 
be under the control of the provider. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) Trouble Monitoring and Reporting 

The CCS provider must have an established methodology for trouble 
reporting and tracking of events that affect their CRS services.  
Automated switch and software maintenance alarms and real time 
systems surveillance shall be employed. 

Once an issue is identified as having impacted the CRS service, the 
CCS provider shall record the event and begin the restoration 
procedure.  Should the service not be fully restored within twenty 
(20) minutes, the CCS shall notify the DDTP, NMS and NS providers’ 
appointed agents, fully communicating the nature of the problem, its 
trouble ticket ID, and the estimated time to repair. 

Should the DDTP’s NMS or NS providers, acting as agents of for the 
DDTP, notify the CCS provider of a condition which impacts the CCS 
provider’s CRS service, a trouble ticket shall be created by the CCS 
service personnel. 

In all instances where the DDTP is in communications with the CCS 
provider regarding service outages, call-back status reports will be 
required within time frames to be specified by the DDTP. 
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The trouble tickets, originated by either the CCS provider or the 
DDTP (or its agents), will remain “open” until the DDTP contact or 
assigned agent agrees that the trouble has been fully resolved. 

If a CCS impacting issue is deemed not to be the CCS provider’s 
responsibility, the CCS provider shall provide the DDTP, the NMS 
provider, and/or the NS provider with technical support as necessary 
to assist in the isolation of the problem, and to aid in its timely 
correction. 
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Should the CCS Provider elect to assign its dedicated toll-free 
inbound CRS traffic to a carrier other than the NS Provider, the CCS 
Provider shall ensure that the responsibility to notify the DDTP and 
the NMS Provider of a failure of that carrier’s service shall be shared 
equally, jointly and severally by the CCS Provider and its selected 
carrier. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) Disaster Recovery Plan 

Each CCS CRS provider shall submit to the DDTP a complete 
disaster recovery plan for dealing with all types of natural and man-
made problems within 30 days of award for review and approval by 
the DDTP.  The plan shall also detail the level of escalation that will 
be employed to deal with the problem and to restore service.  A 
primary requirement is to notify the DDTP Contract Manager, 
Project Manager and Executive Director within 20 minutes if a major 
problem occurs.  A major problem is a service outage which results in 
the inability to complete 10% or more of the incoming CRS calls at 
any one site to the level of service required in this RFP for a period of 
15 minutes or more. 

CCS bidders shall submit a summary of their anticipated plan with 
their proposal.  The DDTP may ask bidders for additional detail if 
deemed necessary. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(6.) Security 

CCS communications between the CCS and the NMS must be 
designed and maintained to be secure from unauthorized access. 

All CRS customer related information, including but not limited to 
calling party names, telephone numbers, profiles and billing is of the 
highest degree of sensitivity and confidentiality.  The DDTP and the 
CPUC do not authorize any use of the CRS customer information 
that the CCS provider may obtain as a 
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result of the DDTP CRS award, except as specifically required 
elsewhere in this RFP. 

The CCS provider shall describe what measures shall be in place to 
secure the CCS from unauthorized access and malicious actions from 
both outside and from within the CCS’s physical and logical 
environments. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.18. Types of Calls 

Providers shall relay the following types of CRS calls:  

1. California intraLATA local and toll calls and California intrastate 
interLATA calls. 

2. Interstate calls originating or terminating in California.  (Billed to 
NECA; not billed to the DDTP.) 

3. International calls originating or terminating in California.  (Billed 
to NECA, not billed to the DDTP.) 

4. Calls to 800 numbers (including 866, 877, etc.) and 900 numbers, 
including regionally-restricted 800 numbers, and calls to the 
business offices of local telephone companies which have special 
prefixes, all of which would normally be accessible to the relay user 
in his/her calling area.  Bidders shall briefly describe how access to 
the regionally-restricted and special prefix numbers shall be 
accomplished.  (Presently 51% of 800 and 900 number traffic is 
billed to NECA; NECA may periodically change the percentage.) 

Providers may not impose limits on the number of single or sequential calls 
or on the length of any calls made through CRS. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.19. Customer Preferences 

(1.) CCS Customer Database 

Each CCS Provider shall establish and maintain its own CRS 
customer preference database of call setup and handling preferences 
of its CRS customers.  The DDTP shall not maintain a separate user 
database except for the 711 database described in RFP Sections 
4.7.2., 4.8.4., 6.3.5.(3.), and 6.4.1.(5.)  Each CRS CCS provider shall 
use its own customer preference database for all of its CRS calls, 
querying its database for each inbound call, and again for each 
outbound call.  The CCS provider shall also be able to query its 
customer preference database by customer name (if provided by the 
customer) as well as by phone number. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Database Fields 

(a.) Minimum Required Fields 

At a minimum, the CCS provider’s customer preference 
database shall consist of the following multiple fields, not all of 
which may be available to the CCS providers or their CAs.  The 
DDTP may from time to time require the CCS provider to 
provide additional mandatory fields as deemed necessary by the 
DDTP. 

 User’s primary telephone number including area code. 
 User’s first and last names. 
 User password – 4 to 8 characters (only if required by the 

DDTP for direct user access of the customer’s preferences via 
the Internet). 
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 Preferred mode of communication (TTY, HCO, VCO, 2LVCO, 
Voice, STS, ASCII and baud rate, ASCII/2LVCO, VRS, Web 
Chat, etc.) 

 Preferred long-distance carrier for interLATA, interstate, 
and international calls. 

 Call blocking of outbound pay-per-use and toll-free number 
calls (900, 976, 800, etc) per type and/or up to five specific 
blocked numbers per type. 
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 Caller ID blocking of the caller’s number. 
 Language (English or Spanish). 
 For STS users: registration of the user’s phone number by 

day-of-the-week and time-of-day.  See RFP Section 
6.3.33.(4.)(i.) 

CRS customers shall not be required to provided any data 
beyond their phone number and one other field (other than user 
password) in order for their customer preference registration to 
be considered valid. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) Additional Desirable Fields (desirable) 

CCS vendors are strongly encouraged (but not required) to 
develop their own unique additional customer preference 
optional fields.  The following are examples of desirable fields 
that each CCS vendor may wish to incorporate into their 
database.  Bidders shall list all desirable fields that they will 
commit to at the time of their proposal.  Note that responses to 
this desirable section will be evaluated for possible scored points 
per RFP Section 9.4.6.  CCS providers may also add additional 
fields to their CRS customer preference databases and forms 
after award, subject to RFP Section 6.3.40.(2.). 

 Preference for a male or female CA. 
 Relay background noise (yes or no) 
 Relay tone of voice (yes or no) 
 Abbreviate auto messages (yes or no) 
 Preferred billing method (e.g.: paid, collect, third party phone 

number_______, calling card name_____ number____) 
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 An indication if there is another CRS user that uses this 
same phone number (e.g., multiple CRS users within the 
same household, or at the same work number) 

 User password – (only to access the correct preference 
information if there is more than one CRS user at the same 
phone number.) 

 Additional telephone numbers (used by the caller when 
contacting CRS) 
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 User’s address (only to be used at the requests of the caller to 
send confirmation of the customer’s preference information) 

 Email address (only to be used at the requests of the caller to 
send confirmation of the customer’s preference information) 

 Up to thirty (30) frequently called numbers, arranged in 
alphabetical order of the first name, with each entry having a 
number with the first entry assigned the number one and the 
number of each subsequent entry increasing one (1, 2, 3, 
4,…). 

 User’s local exchange carrier associated with the customer’s 
telephone number (only provided to PSAPs under emergency 
situations.) 

 Slow typing speed and long holding times requested (yes or 
no) 

 Customer notes (area to enter additional notes) 
 Other field(s). 

CRS customers shall not be required to provide data for any of 
the desirable fields in order for their customer preference 
registration to be considered valid. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Initial Database Data 

The DDTP does not currently possess a database of CRS users.  The 
DDTP’s current providers (MCI/WorldCom and Sprint) each 
maintain their own caller profile database.  The old CRS vendors 
(MCI/Worldcom and Sprint) shall release their caller profile data in 
electronically usable form (tab or comma delimited) as required in 
RFP Section 10.6.1.  The awarded CCS providers shall then use this 
data to initially populate their CRS customer preference databases. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(4.) Customer Requests 

It shall be the CCS provider’s responsibility to keep data in its CRS 
customer preference database current with its CRS customers’ 
requests, whether those requests are provided to the CCS vendor 
directly from the CRS customer or indirectly via the DDTP, other 
CCS providers, or other entities acting on the customer’s behalf, e.g., 
consumer service organizations for people with disabilities.  Such 
data shall only be acted upon when the CRS user has indicated that 
he or she wishes to have the data (or change) registered with the 
CCS provider.  When the customer preference data is submitted by 
other than the CCS provider itself, the CCS provider shall only be 
required to accept that data which applies to the CCS provider’s CRS 
offerings. 

Requests to access, establish, change or delete customer preference 
information shall only be acted upon at the request of the CRS user 
or from an immediate family member, unless otherwise authorized in 
writing by the CRS customer.  Data entry (addition, change or delete) 
shall occur within 24 hours of receipt. 

CCS providers may not develop “probability profiles” or “branding” or 
other customer preference records based solely on experience with 
CRS users.  Likewise, CCS providers may not use call set up or 
handling instructions given by the relay user at the start, during, or 
after a relayed call to develop a customer preference record unless 
specifically requested by the caller. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) Caller Preference Forms 

CCS providers may distribute or use caller preference input forms (in 
paper or other media, including electronic) approved by the DDTP.  
Caller preference forms created by the CCS provider in any media for 
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distribution to the public shall include the minimum preference 
choices listed in RFP Section 6.3.19.(2.)(a.); may include more 
choices; but may not include the choice of CCS relay provider except 
as specifically authorized by the DDTP for special situations.  In 
compliance with FCC TRS orders, customer preference forms may 
not include any form of customer authorization to use or release, 
either by default or by active choice, the customer’s caller preference 
information for any purposes other than those stipulated in RFP 
Section 6.3.19.(8.).  DDTP approval of CCS created forms shall be per 
RFP Section 6.3.40.(2.). 
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CCS providers may also establish web site or other automated access 
methodologies to capture CRS caller profile information directly from 
the caller, but the caller interface design, including instructions, 
scripts and data-entry field formats of all such web and automated 
methodologies shall be pre-approved by the DDTP.  CCS provider’s 
web and automated caller profile entry shall also include a 
verification component.  All CCS provider web site or other 
automated customer data entry systems shall also clearly state any 
other related information required by the DDTP necessary for but 
not limited to, improving clarity, correcting inaccuracies or 
misleading statements, or providing consistency of meaning between 
CCS providers. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(6.) Request Modalities 

The CCS provider shall accept CRS customer preference database 
information via hand delivery, mail, fax, email and other electronic 
transmission, and in all modes of relay (voice, TTY, STS, VRS, WCR, 
etcetera.)  The CCS provider shall also accept customer preference 
information from the DDTP’s web site, and from other CCS providers 
when confirmation with the CRS user is indicated.  When CCS 
customer preference information is accepted or changed via relay, the 
requests may be handled by the CA or by customer service staff, or 
by both, and shall be in the relay modality of the caller.  If the caller 
is connected to a CA and wishes to register customer preference 
information, the CA shall not require the caller to hang up and redial 
the CCS provider’s customer service number, but may at the option 
of the CCS provider, transfer the call to its customer service staff.  
Neither shall the CA relay the call between the caller and the 
customer service staff. 
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When a CRS user calling into the CCS provider wishes to establish or 
change preference information associated with a CCS provider other 
than the CCS provider taking the call, the CCS provider shall either 
take the information and pass it on to the other CCS provider(s) or 
may refer the caller to the customer service number (or IP address) of 
the other CCS provider(s) that is appropriate to the relay mode of the 
caller.  The CCS provider shall take customer preference information 
on behalf of another CCS provider when the caller also wishes to 
establish or change their preference data with the CCS vendor called.  
In that case the CCS vendor taking the information from the caller 
shall also 
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provide copies of the information to the other CCS vendor(s) 
requested by the caller.  Such copies shall be sent within 24 hours of 
the caller’s request. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(7.) Confirmation of Customer Preference Data 

When customer preference database information is received via relay 
either by the CA or by customer service, the CCS provider shall ask if 
the caller would like to receive a confirmation copy of their customer 
preference record by mail, fax or email.  When the user wants to 
receive the confirmation copy the CCS provider shall confirm with 
the customer the customer’s mailing address, fax number or email 
address as appropriate.  Note that address, fax number or email 
address information might not be included in the customer’s  
customer preference record, and any portion not included in the 
customer’s record shall not be retained by the CCS provider after the 
confirmation copy is sent.  The CCS provider shall send the 
confirmation copy within 24 hours of the request.  Users shall also be 
able to request a copy of their customer preference record via relay at 
any time. 

If the CRS user states that they do not wish to receive a confirmation 
copy of their customer preference data, the CCS provider shall ask 
the CRS user if they would like to have a second CCS person 
independently confirm with the caller any new information or any 
changes to the information before it becomes effective (i.e., before the 
information is electronically posted to the CCS provider’s customer 
preference database.)  If the caller says that they do want another 
person to confirm the information, a second CCS person shall either 
come on the line or the caller shall be transferred to the second 
person.  The second CCS person that confirms the caller’s customer 
preference data shall only be a customer service representative, a 
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supervisor or a manager; not a regular CA.  When the second CCS 
person does confirm the choices with the caller, this second person 
shall provide their operator number to the caller at both the 
beginning and end of the transaction.  The DDTP may at any time 
modify, eliminate or reinstate this requirement for confirmation by a 
second person. 

The CCS provider shall retain a copy or record of the CRS customer’s 
request for audit purposes as specified in CCS contract clause 10, 
Examination and Audit. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(8.) Restricted use of the Customer Preference Data 

It shall be the CCS provider’s responsibility to ensure that the CRS 
customer preference database and data shall be solely employed to: 

1) assist the CCS provider’s CAs setup and relay of the 
customer’s incoming or outgoing call according to the 
registered information in the database; 

2) facilitate or permit customers to establish, confirm or make 
changes to their data via the DDTP’s website or via the CCS 
provider, including problem resolution of customer 
preference information; 

3) provide the caller’s name, telephone number, telephone 
company, or disability information to Public Safety 
Answering Points when transferring or relaying emergency 
calls (see RFP Section 6.3.23); 

4) provide a caller’s individual preference information to 
another CRS CCS vendor upon written request by the 
consumer, or to the consumer upon a written or verified 
request by the consumer; 

5) provide summary reporting information to the DDTP (i.e., 
not reporting information on any individual caller); 

6) provide a caller’s preference information to the DDTP, the 
CPUC or the FCC when written authorization by the 
consumer to release the consumer’s preference information is 
presented in order to aid the DDTP, CPUC or FCC respond 
to or investigate a complaint lodged by the consumer; or 

7) provide a caller’s preference information to new CRS relay 
providers when transferring caller profile/preference data 
from outgoing to incoming providers, or between providers, 
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as stipulated by the DDTP in response to CPUC or FCC 
orders. 

Other types of usage of the customer preference database and data 
shall not be permitted, including but not limited to direct marketing. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(9.) Customer Preference Data Confidentiality 

The contents of CCS provider’s CRS customer preference database 
are of the highest sensitivity and confidentiality.  The most stringent 
practices must be followed to ensure that this information is only 
made available and used for the purposes listed in paragraph 
6.3.19.(8) above.  At no time shall the CCS providers have access to 
more than one customer preference record per inbound or outbound 
call, except for conference calls.  CCS bidders shall describe what 
security measures they will take to ensure the confidentiality of 
customer preference data. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(10.) Ownership of Customer Preference Data 

The data contained in each customer’s record in the CCS provider’s 
CRS customer preference database shall be the sole property of the 
customer for whom the data is registered.  Neither the CCS provider, 
nor the DDTP, nor any other entity shall have any ownership rights 
to the data.  The CCS provider shall not maintain any customer’s 
CRS preference information beyond the active registration of the 
data authorized by the customer.  That is, when a customer requests 
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that the data, or any portion of it, shall be deleted or overwritten, 
that deleted or overwritten information shall not be retained by the 
CCS provider.  Maintenance, use and transfer of the data for CRS 
purposes shall be granted to the CCS CRS provider only while they 
are providing CRS CCS services under contract to the DDTP, only for 
the purposes listed in RFP Section 6.3.19.(8.), and only under the 
conditions pursuant to RFP Section 6.3.19.(9.) above.  The CCS 
provider shall neither offer, facilitate, acknowledge, nor accept any 
change in ownership of the data. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(11.) Storage of Customer Preference Data 

For the purposes of disaster recovery backup, the CCS provider shall 
forward a secure, current copy of their CRS customer preference 
database to an independent, off-site, third party at least weekly.  The 
independent third party shall have no financial or organizational 
relationship to the CCS vendor other than as a provider of secure 
database storage paid for by the CCS vendor.  The database shall 
only be made available to the DDTP under conditions stipulated 
within the DDTP-CCS contract (see RFP Exhibit 11B, paragraph 21.)  
The CCS vendor shall ensure that its contractual relationship with 
the third party requires the third party to provide for: 
 DDTP access only under the stipulated conditions; 
 secure receipt, storage and transport; 
 verifiable access controls; 
 notification to the DDTP within 24 hours whenever the stored 

database is accessed (when, by whom, etc); 
 confidentiality of data; 
 release of the data (or portions thereof) pursuant to an order by 

the CPUC, the FCC, or a court of competent jurisdiction, with 
written notification to the DDTP and to the CCS vendor within 24 
hours of the release, and if possible prior to the release; 

 destruction of non-current versions of the data; 
 management and maintenance of records documenting the 

handling of the data; 
 notification to the DDTP whenever the database copies are not 

received on a timely basis; and, 
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 notification to the DDTP in the event of CCS vendor or third party 
vendor default of its ability or authority to carry out the required 
backup services. 

Bidders shall describe their arrangements for meeting the above 
requirements. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.20. Access to Carrier of Choice 

CRS users shall be granted access to their choice of interLATA (interstate 
and intrastate) and intraLATA carriers through the relay service to the same 
extent such access is provided to voice telephone users in California.  Callers 
shall be able to request their carrier of choice via information contained in 
their caller profile and via a direct request to the CCS’s CA.  Direct requests 
to a CA shall override the carrier of choice information contained in the 
callers’ profile only for that singular request.  Notwithstanding the FCC’s 
requirement that all interexchange carriers shall be able to carry and 
appropriately bill for relay traffic,6 relatively few carriers have made the 
necessary arrangements with the relay providers.  When a CRS consumer 
asks a CA for a carrier that is not available through the CCS Provider, the 
CA shall so inform the consumer.  When a request for carrier of choice that 
cannot be honored is made via a caller preference form (mail, email, fax, web 
site, etc.) the CCS Provider shall endeavor to inform the consumer of the 
inability of the chosen carrier, to the extent that the consumer has provided 
call back or appropriate contact information.  Carrier of choice shall not apply 
to outbound Internet relay calls.  CCS bidders shall describe how they will 
provide access to the caller’s requested carrier.  CCS bidders shall also 
describe how carriers will be informed of the process whereby carriers may 
complete calls through CRS.  Providers shall include information about 
accessing alternative carriers in appropriate consumer outreach material. 

                                            
6 See Section 64.604(b)(3) of the FCC’s rules pertaining to equal access to interexchange 

carriers: “Equal access to interexchange carriers. TRS users shall have access to their chosen 
interexchange carrier through the TRS, and to all other operator services, to the same extent that such 
access is provided to voice users.” 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 



 
CRS RFP SECTION 6, PAGE 44 ADDENDUM 6, 5/10/02 

6.3.21. Access to Directory Assistance 

CCS CRS providers must provide callers with access to local and long 
distance directory assistance.  CRS callers must be able to access directory 
assistance through all of the providers’ established CRS 800 access numbers.  
This does not preclude providers from also establishing a separate 800 
number for directory assistance.  Directory assistance calls may be relayed. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.22. Operator Assistance for Relay Users 

CCS CRS providers must provide operator assistance for CRS users for all 
calls requiring operator assistance including, at a minimum, operator 
assistance for: 

1. establishing alternate billing arrangements for intrastate, interstate, 
and international calls, 

2. establishing collect, person-to-person and third party calls, 
3. credit for wrong numbers or poor transmission (when the provider is 

also the carrier of the call), 
4. call placement for customers having difficulty getting their call 

through, 
5. call interrupt, and 
6. busy line verification. 

CRS operator assistance shall be offered for all relay calls.  Once a caller has 
reached a CRS provider, the caller shall not be required to re-dial a separate 
number to reach operator services.  The CRS provider must either provide 
the required operator assistance or transfer the call to the provider’s operator 
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services.7  CRS operator assistance shall be provided through all of the CRS 
provider’s established 800 numbers.  CRS operator services shall be provided 
in the relay mode of the caller – see RFP Section 6.3.25. – (e.g., Baudot, 
Turbo Code®8, VCO, HCO, oral or signed transliteration, 

                                            
7 Subcontracting of Operator Services shall be permitted as long as all of the requirements are 

met, including RFP Sections 6.3.14, 6.3.15, and 6.3.16. 

8 “Turbo Code” is a registered trademark of Ultratec Incorporated, www.ultratec.com. 
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ASL, voice, etcetera) either directly or as a relay call.  CCS providers are 
encouraged (not required) to offer direct operator services for TTY users, i.e., 
not relayed.  The CRS CCS provider may also provide a separate 800 number 
for direct access to its operator services.  Callers shall not be billed for 
operator assistance at a rate higher than a voice user would be billed for the 
same type of operator assistance. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.23. Emergency Calls 

Although all of California is covered by 911 emergency communication 
centers prepared to handle TTY calls directly, CCS CRS providers must use a 
system for incoming emergency calls that, at a minimum, automatically and 
immediately transfers the caller to the caller’s nearest Public Safety 
Answering Point (PSAP), or delivers the call to a PSAP as required by the 
FCC. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

Additional specific emergency call handling requirements are listed below. 
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(1.) Pass Caller’s ANI to the PSAP 

The CA must pass along the caller’s telephone number to the PSAP 
when a caller disconnects before being connected to emergency 
services. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(2.) Stay on the Line to Ensure Connectivity 

If the emergency call is transferred to a PSAP, the CA shall stay on 
the line as long as necessary to ensure that the PSAP operator has 
received the call. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Relay Only Under Limited Circumstances 

The emergency call may be relayed to a PSAP operator (instead of 
transferred) only on a call-by-call basis under any of the following 
circumstances: 

(a.) At the request of the caller. 
(b.) At the request of the PSAP operator or PSAP supervisor. 
(c.) If the PSAP is not capable of receiving and conversing directly 

with the caller in the modality of the caller (for example if the 
caller is using any communications modality other than TTY, 
e.g., VCO, HCO, STS, ASCII, VRS, or WCR.) 

(d.) If the CA is having technical trouble transferring the call to the 
PSAP, e.g., the caller is disconnected from the PSAP, the PSAP 
cannot establish a TTY connection, etcetera. 

(e.) As allowed by the FCC. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) Treat a Call as an Emergency Call When Unsure 

When receiving a relay call that the CA suspects is an emergency call 
requiring a response from a PSAP, the CA shall immediately treat 
the call as an emergency call and shall make no attempt to determine 
if the call is an actual emergency or not. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) No Questioning or Advice 

The CA shall not attempt to question the caller about the exact 
nature of the emergency, nor shall the CA attempt to give advice to 
the caller in response to the emergency.  The CA shall let the PSAP 
operator deal with the emergency who has the professional training 
to carry out those functions. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(6.) Allowance for Limited Transparency 

When processing an emergency call, the CA shall be able to facilitate 
the call to a greater extent than a normal relay call to the extent 
described herein, i.e: 

(a.) The CA may inform the answering PSAP operator that the 
caller is a TTY user (or other type of relay user). 

(b.) The CA may inform the answering PSAP of the caller’s 
disability, name and other information available to the CA from 
the caller’s CRS profile and ANI data, if available. 
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(c.) The CA does not have to be fully transparent (as is required in 
non-emergency verbatim relay) to the caller and PSAP operator 
if either the caller or PSAP operator request such non-
transparency, or if in the professional opinion of the CA such 
limited non-transparency will greatly facilitate the PSAP 
operator’s ability to understand or respond to the caller; and if 
the caller does not object.  By far the greatest emphasis of each 
relayed emergency call shall be on transparent verbatim relay, 
and the use of non-transparency shall only be for temporary 
summarization or for interpretation of ASL gloss terminology.  
In all instances of non-
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transparency, the CA shall not alter the relayed conversation, 
shall not interfere with the independence of the caller, and shall 
not interfere with the caller’s control of the conversation.  In 
each instance during an emergency call when a CA engages in 
non-transparency, the CA shall first identify him/herself as the 
source of the talking or typing by indicating “Relay operator 
speaking” or similar language. 

(d.) The CA may stay on the line for the duration of a relay call 
connected to a PSAP, and in which case the CA shall remain in a 
listening or non-active mode unless called upon by either party 
for relay or other assistance or information, or unless it is 
obvious to the CA that either party needs non-transparent 
services (as described above) in order for effective 
communications to occur between the caller and the PSAP 
operator. 

(e.) Whenever a CA is providing non-transparent services, the CA 
shall immediately cease such non-transparency if asked to do so 
by either the caller or by the PSAP operator.  The request may 
be in any terminology, such as, “Please relay verbatim,” “Repeat 
only what I type,” “Just say what I type,” etcetera. 

(f.) A CCS relay supervisor may listen to an emergency call in 
process if deemed necessary by the CCS provider.  The listening 
supervisor may not enter into the conversation in any manner 
unless the relay function is transferred to the supervisor. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(7.) Replacement of CAs During an Emergency Call 

There shall be no replacement of CAs during an emergency call, 
except to a supervisor who has certified CRS training in the CA skills 
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of the modality of the caller.  For example an emergency call in STS 
shall not be passed to a supervisor who is not STS fluent. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(8.) Call Set-Up 

When a CA places a call to a PSAP for either transferring the call or 
for relaying the call, the CA shall at a minimum, identify the call to 
the PSAP operator as a California Relay [name of CCS firm] 
Operator number [XXXX], and if the call is relayed, shall establish 
the call with the normal relay instructions. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(9.) Training for Emergency Call Handling 

All CAs and Supervisors shall receive training specific to responding 
to emergency calls. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.24. Voice-Carry-Over (VCO) and Hearing-Carry-Over (HCO) 

Requirements to support VCO and HCO equipped TTY users are provided 
below.  Requirements to support VCO and HCO Video Relay Service users 
are described in Section 6.3.27.  VCO and HCO support is not required for 
either ASCII or Web Chat relay users, but may be allowed only by specific 
individual DDTP approval.  See RFP sections 6.3.25 and 6.3.29. 



 
CRS RFP SECTION 6, PAGE 55 8/17/01 

(1.) TTY Voice Carryover (TTY VCO) 

CCS CRS providers shall provide Voice Carry Over (VCO) at the 
request of the TTY user with VCO capability.  Voice carryover allows 
a VCO equipped TTY user to speak directly to another relayed party 
that has hearing capability and receive the relayed message typed 
back on the TTY by the CA.  Providers’ systems shall enable VCO 
users to utilize both acoustic mode and direct connect mode.  
Providers’ systems shall allow VCO relay users to set up the call 
using voice communication without the TTY transmission that is 
normally required to set up the relay call.  Providers systems shall 
enable the VCO user to transmit the spoken portions of the call in 
private (the relay CA shall not be able to hear those portions of the 
call) when requested by the user. 

When relaying between a TTY VCO user and a device without sound 
capability (such as a TTY, WCR user, ASCII user, etc.), the CCS 
provider shall permit VCO to function to the extent that the VCO 
user can speak directly to the CA, who will then relay the call in the 
communication mode of the other party. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) TTY Hearing Carryover (TTY HCO) 

CCS CRS providers shall provide Hearing Carry Over (HCO) at the 
request of the TTY user with HCO capability.  Hearing carryover 
allows a HCO equipped TTY user to hear directly what the other 
relay party is saying, and to type back his or her message on their 
TTY which will be relayed by the CA in the communication mode of 
the other party (voice, etc.)  Providers’ systems shall enable HCO 
users to utilize both acoustic mode and direct connect mode.  
Providers’ systems shall enable the HCO user to receive the spoken 
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portions of the call in private (the relay CA shall not be able to hear 
those portions of the call) when requested by the user. 

When relaying between a TTY HCO user and a device without sound 
capability (such as a TTY, WCR user, ASCII user, etc.), the CCS 
provider shall permit HCO to function to the extent that the HCO 
user hears the relayed message spoken by the CA. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.25. Relay Modalities 

(1.) Required and Prohibited Modalities 

CCS CRS providers shall relay calls between the following communication 
modalities: 

Table of Required Modalities 
TTY «» Voice TTY HCO «» STS Voice «» VRS HCO9 
TTY «» TTY HCO TTY VCO «» TTY VCO10 Voice «» VRS VCO9 
TTY «» TTY VCO TTY VCO «» Voice Voice «» WCR 
TTY «» STS TTY VCO «» STS STS «» STS11 

TTY HCO «» Voice Voice «» STS STS «» ASCII 
TTY HCO «» TTY HCO12 Voice «» ASCII STS «» WCR 
TTY HCO «» TTY VCO Voice «» VRS    

“Voice” modality refers to voice communications over the public switched 
telephone network.  All of the above relay services shall be provided in both 
English and Spanish.13 

Relay via paging shall also be allowed to the extent that it is conducted in 
real-time.  (See footnote 7 to RFP Section 4.7.6., and see RFP Section 6.3.12.) 

CCS CRS providers shall not relay calls between any of the following 
communication modalities under the authority of this contract without 
contract modification: 

Table of Excluded Modalities 

TTY «» TTY ASCII «» VRS ASCII 
HCO «» VRS 

TTY «» ASCII ASCII «» VRS HCO ASCII 
HCO «» VRS HCO 

TTY «» WCR ASCII «» VRS VCO ASCII 
HCO «» VRS VCO 

TTY «» VRS ASCII «» WCR ASCII 
VCO «» VRS 

TTY «» VRS HCO VRS «» VRS ASCII «» VRS HCO 

                                            
9 As defined in RFP Section 6.27.1. 
10 In VCO-to-VCO, the CA types both sides of the conversation; the calling party and the called party 
both voice. 
11 In STS-to-STS, the CA voices for both sides of the conversation, and the calling party and the called 
party both voice. 
12 In HCO-to-HCO, the CA voices both sides of the conversation; the calling party and the called party 
both type. 
13 This includes the requirement that VRS calls use ASL, or signed or oral transliteration on one side of 
the conversation and the ability to use both English or Spanish on the other side of the conversation. 



 
CRS RFP SECTION 6, PAGE 58 ADDENDUM 9, 9/24/02 

VCO 

TTY «» VRS VCO VRS «» VRS HCO ASCII 
VCO «» VRS VCO 

TTY HCO «» VRS VRS «» VRS VCO WCR HCO «» VRS 
TTY HCO «» VRS HCO VRS «» WCR WCR HCO «» VRS HCO 
TTY HCO «» VRS VCO VRS HCO «» VRS HCO WCR HCO «» VRS VCO 
TTY VCO «» VRS VRS HCO «» VRS VCO WCR VCO «» VRS 
TTY VCO «» VRS HCO VRS HCO «» WCR WCR VCO «» VRS HCO 
TTY VCO «» VRS VCO VRS VCO «» VRS VCO WCR VCO «» VRS VCO 

Voice «» Voice VRS VCO «» WCR Voice «» VoIP 
ASCII «» ASCII WCR «» WCR VoIP «» VoIP 

“VoIP” refers to voice over the Internet (Internet Protocol.) 
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CCS CRS providers shall not relay calls between any of the following 
communication modalities under the authority of this contract without 
written approval by the DDTP: 

Table of modalities not required and only allowed with specific DDTP written approval 
Any relay communication involving ASCII HCO that is not included in the Table of 
Excluded Modalities 
Any relay communication involving ASCII VCO that is not included in the Table of 
Excluded Modalities 
Any relay communication involving WCR HCO that is not included in the Table of Excluded 
Modalities 
Any relay communication involving WCR VCO that is not included in the Table of Excluded 
Modalities 
Any relay communication involving VoIP that is not included in the Table of Excluded 
Modalities 

Note that NS and NMS bidders are not required to support the relay 
modalities in the above table of “allowed with approval,” but are encouraged 
to do so if they can. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Desired Relay Modalities (desirable) 

The following relay modalities are desirable: 

Table of Desired Modalities 
TTY HCO «» ASCII TTY VCO «» WCR STS «» VRS 
TTY HCO «» WCR Voice «» VRS HCO14 STS «» VRS HCO14 
TTY VCO «» ASCII Voice «» VRS VCO14 STS «» VRS VCO14 

                                            
14 As defined in RFP Section 6.3.27.(1.)(a.) 
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Bidders shall state which, if any, of the desired relay modalities that 
they will provide. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.26. Enhanced Services 

(1.) Mandatory Enhanced Services 

The CCS provider shall provide the following services to CRS users: 

(a.) Two Line VCO 

Two line VCO is only required in support of TTYs and ASCII.  
Two line VCO for VRS users is separately addressed in Section 
6.3.27.(1.)(a.). 

Two line VCO for TTYs and ASCII enables a VCO user to speak 
directly to the voice user on one line while the other line is used 
to receive the relay agent’s typed responses from the voice user.  
For people with residual hearing, two line VCO also allows the 
VCO user to directly hear at least part of what the hearing party 
is saying while watching the TTY or ASCII text.  Two line VCO 
allows two-way, uninterrupted conversation.  Note: Two line 
VCO requires the caller to have two telephone lines, one of 
which must have conference or three-way calling capability. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) Non-CA placed three-way calling 

Non-CA placed three-way calling is only required of Voice and 
STS relay modalities. 

If, during a CRS call (either during initial call setup or as an 
add-on to an existing conversation), either the calling party or 
the called party directly initiate a three-way conference call (i.e., 
the conference call is not established by the CA), the CA shall 
relay all conversation between the parties, except as otherwise 
instructed by the CRS caller.  The CRS caller shall not be billed 
for two separate calls. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(c.) True Caller ID 

True caller ID is only required of relay calls placed over the 
public switched telephone network; e.g., TTY, Voice and STS 
modalities. 
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True caller ID shall be required of all CCS providers that are 
also interexchange carriers as well as of all CCS providers that 
are allowed by the FCC to implement Signaling System Seven 
(SS7).  With each outbound relay call placed by a CA, the 
inbound CRS caller’s phone number shall be automatically 
provided to the outbound relay called party for display on the 
called party’s (phone or TTY) Caller ID display.  The CRS 
caller’s number shall not be automatically passed on to the 
called party if the calling party has Caller ID blocking invoked 
by their local telephone company.  Note: For this requirement to 
be fully functional the called party must also have Caller ID 
services provided by their local 
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telephone company or other functionally equivalent services, 
and must have compatible equipment capable of displaying the 
Caller ID text messages. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(d.) Pay-per-use feature blocking and toll-free number blocking 

Pay-per-use feature blocking and toll-free number blocking 
capabilities are only required in support of outbound calls over 
the public switched telephone network; e.g., TTY, Voice and STS 
modalities. 

Prevents outbound relay calls to 900 and 976 numbers, and to 
toll-free numbers, e.g., 800 numbers.  Per instructions from the 
caller profile data base provided by the NMS vendor, the CCS 
provider shall block all 900 numbers, and/or all 976 numbers, 
and/or all toll-free numbers, or shall block such calls to specific 
numbers listed in the database.  The caller shall be able to 
override their CCS vendor assigned blocking on a per inbound 
call basis by providing the CA with a password that matches the 
password provided to the CA from the caller’s caller profile. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(2.) Desirable Enhanced Services 

The CCS bidder shall have the option whether or not to provide the 
following services to CRS users.  The DDTP shall not reimburse or 
pay the CCS vendor any more than the bid rate associated with basic 
(mandatory) CRS CCS services for any offered desirable enhanced 
services.  The CCS bidder shall indicate in their response to this 
section, which, if any, of the following desirable enhanced services 
they will provide. 
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(a.) Two-Line HCO (desirable) 

Two line HCO is a desirable required only in support of TTYs.  
Two line HCO for VRS users is separately addressed in Section 
6.3.27.(1.)(a.). 

Two-line HCO enables a TTY user to hear from the voice user on 
one line while the other line is used to type the text message to 
the relay agent who response to the voice user.  This allows two-
way, uninterrupted conversation.   Note: Two-line HCO requires 
the caller to have two telephone lines, one of which must have 
conference or three-way calling capability. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) True Caller ID (desirable) 

True caller ID is only required of relay calls placed over the 
public switched telephone network; e.g., TTY, Voice and STS 
modalities. 

True caller ID shall be desirable of all CCS providers that are 
not also interexchange carriers and of all CCS providers that are 
not allowed by the FCC to implement Signaling System Seven 
(SS7).  With each outbound relay call placed by a CA, the 
inbound CRS caller’s phone number shall be automatically 
provided to the outbound relay called party for display on the 
called party’s (phone or TTY) Caller ID display.  The CRS 
caller’s number shall not be automatically passed on to the 
called party if the calling party has Caller ID blocking invoked 
by their local telephone company.  Note: For this requirement to 
be fully functional the called party must also have Caller ID 
services provided by their local telephone company or other 
functionally equivalent services, and must have compatible 
equipment capable of displaying the Caller ID text messages. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(c.) Delayed Repeat dialing  (desirable) 

Enables a caller to simply ask the CA “to dial my last number” 
placed by the CCS vendor for the caller for up to twenty-four 
hours after the caller disconnected from the CCS provider. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(d.) Spanish-to-English and English-to-Spanish relay  (desirable) 

Provides the ability to translate between Spanish-speaking and 
English speaking users on a relay call.  Note: it is still a 
requirement that the mode of the communication shall be TRS.  
This service requires the CA to be fluent in both Spanish and 
English. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(e.) CA placed three-way calling  (desirable) 

CA placed three-way calling is a desirable feature that when 
provided is only required in support of TTY, Voice, STS relay 
modalities, and for the VRS modality only when VRS is relayed 
with either Voice or STS. 
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At the request of the calling party, requires the CA to outdial 
two separate numbers provided by the calling party (either 
during initial call setup or as an add-on to an existing 
conversation) as a three-way conference call.  The CA shall relay 
all conversation between the parties except as otherwise 
instructed by the caller.  The CA shall arrange for billing to the 
caller as two separate outgoing calls. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(f.) Other enhanced features  (desirable) 

Bidders shall describe any other enhanced features that they 
wish to provide. 

Bidder claims additional enhanced features? Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(g.) Other transmission standards  (desirable) 

Bidders shall describe any other transmission standards that 
they wish to provide. 

Bidder claims additional transmission standards? Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.27. Video Relay Service (VRS) 

(1.) VRS Description 

Video Relay Service (VRS) is an interactive full-motion video service 
that utilizes American Sign Language (ASL), and signed and oral 
transliteration interpreter CAs to relay calls from video users to non-
video users.  A video camera and other compatible equipment located 
at the CCS interpreter’s location transmits the interpreter CA’s 
image to the video user’s location, and video equipment located at the 
video user’s location transmits the user’s image to the CCS VRS CA.  
For the Video Relay Service offered in connection with CRS, CCS 
providers shall provide the VRS CA interpreter and compatible video 
equipment at the location of the interpreter, and necessary serving 
telecommunications facilities to the public switched network and to 
the Internet.  CRS users shall be responsible to provide the 
compatible video equipment at their location.  At this time, the 
DDTP makes no offer to provide public or private access to video 
equipment for the purposes of placing or receiving VRS calls through 
CRS, but the DDTP may elect to do so in the future.  VRS shall 
include the ability to send and receive audio as well as picture to and 
from the video user within the video transmission in order to provide 
Voice-Carry-Over and Hearing-Carry-Over Video Relay (VCO-VRS 
and HCO-VRS.)  Bidders must provide a description of how Video 
Relay Service will be provided in connection with CRS, and must 
describe the characteristics of their VRS, including the transmission 
speed and the platform and protocol used for the video transmission 
to assure maximum compatibility with potential users’ video 
equipment. 

The requirement to implement some of the mandatory standards of 
this section is affected by Section 6.3.27.(4.) 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(a.) Secondary Audio Link  (desirable) 

As a separate desirable (non-mandatory) item, CCS providers 
shall accommodate a separate dialup telephone line in order to 
provide an audio channel with the VRS interpreter for VCO-VRS 
and HCO-VRS users without audio as part of their video 
equipment.  The CCS provider shall not be separately 
reimbursed by the DDTP for this second audio call. 

The requirement to implement this desirable standard is 
affected by Section 6.3.27.(4.) 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(b.) Multipoint VRS  (desirable) 

As a separate desirable (non-mandatory) item, CCS providers 
shall provide relay conference capabilities between at least two 
separate VRS users plus a non-VRS user.  The CCS CA shall 
only be required to relay between the VRS users and the non-
VRS user.  Bidders must describe the characteristics of their 
multipoint video relay service, including the number of 
simultaneous multipoint relay conferences that it will support in 
relation to the demand. 

The requirement to implement this desirable standard is 
affected by Section 6.3.27.(4.) 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Standards 

CRS Video Relay Service shall be capable of receiving and 
transmitting video at a minimum refresh rate of 25 frames per 
second via both ISDN and via the Internet, and shall comply with the 
video H.320 and H.323 standards.  The CCS provider shall not be 
responsible for the speed or refresh rate of the user’s equipment or 
network, nor of the throughput of the public switched network, nor of 
the throughput of the Internet, except as those services are 
specifically ordered by and provided to the CCS vendor’s facility. 

Video Relay Service must be available from at least from 7:00 AM to 
12:00 AM Pacific Time zone, seven days a week for the first year and 
then 24 hours per day thereafter.  Video Relay Service must meet all 
of the minimum CCS CRS standards established in this RFP 
including the ASA and blockage rates for VRS as stipulated in RFP 
Sections 6.3.10. and 6.3.11., with the exception that VRS interpreter 
CAs do not need to be able to type 60 wpm. 
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The requirement to implement some of the mandatory standards of 
this section is affected by Section 6.3.27.(4.) 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 

(3.) VRS CA Qualifications, Training and Interpreting 

Video Relay Service interpreters must receive all of the usual CA 
training provided to all CRS CAs.  In addition, VRS interpreters 
must be RID certified at the CSC level, or RID certified at the CI and 
CT levels, or must be CCASD or NAD certified at Levels IV or Level 
V.  Vendors may offer alternative certification if they are able to 
verify its equivalence to either the stipulated RID or NAD 
certifications.  However, such verification is subject to approval at 
the DDTP’s discretion.  Initially, vendors shall ensure that at least 
15% of their VRS CAs (and not less than one), are trained in signed 
and oral transliteration.  After six months of service, vendors shall 
ensure that sufficient VRS CAs are trained in signed and oral 
transliteration to meet the demand.  Vendors shall describe how such 
training shall be provided or ensured, and how they will ensure that 
demand will be measured and met.  VRS CAs shall interpret using 
ASL, or signed or oral transliteration as requested by the caller.  VRS 
interpreters must adhere to the RID or NAD Interpreter Code of 
Ethics and the CRS pledge of confidentiality.15  Bidders must also 
comment on how qualified interpreters will be hired. 

The requirement to implement some of the mandatory standards of 
this section is affected by Section 6.3.27.(4.) 

                                            
15 “RID” = “Registry of Interpreters for the Deaf” (see www.rid.org)  “CSC” = “Comprehensive 

Skills Certificate”  “CI and CT” = “Certification of Interpretation and Certificate of Transliteration”  
“CCASD” = “California Coalition of Agencies Servicing the Deaf [and Hard of Hearing]”  “NAD” = 
“National Association of the Deaf” (see www.nad.org)  “Levels IV and IV” are certified levels of 
competence.  “ASL” = “American Sign Language”  Both RID and NAD publish an interpreter code of 
ethics, available at their web sites. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) Prevailing FCC VRS Standards 

At the time that proposals are due in response to this RFP, the FCC 
has mandated VRS as a basic requirement of TRS, and furthermore 
has authorized NECA to pay certified TRS providers for all VRS calls 
that meet the FCC’s mandated VRS requirements in effect at the 
time of the VRS calls.  Such authorized payments are issued by 
NECA from the Interstate TRS Fund that it administers, for VRS 
calls billed directly to NECA by TRS providers under the format and 
conditions imposed by NECA as approved by the FCC.  Therefore the 
DDTP shall not pay for VRS calls until the FCC terminates its 
authorization of NECA payment for some or all of its mandated VRS 
calls, resulting in 
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payment required from the DDTP for those FCC and CRS compliant 
CRS VRS calls not reimbursed by NECA. 

Notwithstanding requirements specified elsewhere in this RFP, in 
consideration of the fact that some of the VRS standards contained in 
this RFP are more stringent than the VRS standards mandated by 
the FCC, and that the FCC currently authorizes payment for all VRS 
calls that comply with the FCC’s standards, the DDTP hereby 
supplants the CRS VRS standards listed below and specified 
elsewhere in this RFP with the FCC’s mandated VRS standards in 
effect at the time of the VRS call.  (If an equal FCC mandated 
standard does not exist at the time of the call, the applicable CRS 
VRS standard or requirement shall be waived.)  All other VRS 
standards or requirements contained in this RFP remain effective 
upon all CRS VRS calls.   

The supplanted or waived CRS VRS standards or requirements shall 
only be supplanted or waived until the DDTP is required to directly 
reimburse its contracted CCS Vendors for any portion of their CRS 
VRS calls.  At that time the supplanted or waived DDTP CRS VRS 
standards or requirements shall be automatically reinstated and 
shall be immediately effective.  Once effective, the more stringent 
FCC or CRS definition of the standard or requirement shall prevail. 

Upon reinstatement, these CRS VRS standards or requirements, or 
more stringent corresponding FCC mandates, must be met for all of 
the CCS Provider’s CRS VRS calls in order for any portion of the CRS 
VRS calls to be reimbursed by the DDTP, unless applicable 
liquidated damages are offered as indicated below and as contained 
in the signed CCS Provider Agreement. 

The CRS VRS standards or requirements temporarily supplanted or 
waived in favor of FCC VRS standards are within the following RFP 
Sections, as follows: 

6.3.10: ASA of 7.0 seconds for IP, 40 seconds for ISDN – 
Subject to liquidated damages per CCS Agreement 
paragraph 29. 

6.3.11: Blockage rate of one percent – Subject to 
liquidated damages per CCS Agreement 
paragraph 29. 

6.3.27.(1.): VCO-VRS mandatory (also in RFP Section 
6.3.25.(1.)) 

6.3.27.(1.): HCO-VRS mandatory (also in RFP Section 
6.3.25.(1.)) 
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6.3.27.(1.): Oral Transliteration. 
6.3.27.(1.)(a.): Secondary Audio Link (VCO-VRS & HCO-VRS) 

desirable (also in RFP Section 6.3.25.(2.)) 
6.3.27.(1.)(b.): Multipoint VRS (desirable, not mandatory). 
6.3.27.(2.): A minimum refresh rate of 25 frames per second 

via both ISDN and via the Internet. 
6.3.27.(2.): ASA and blockage rates for VRS, per RFP Sections 

6.3.10 and 6.3.11 – Subject to liquidated damages 
per CCS Agreement paragraph 29. 
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6.3.27.(3.): RID certified at the CSC level, or RID certified at 
the CI and CT levels, or CCASD or NAD certified 
at levels IV and V. 

6.3.27.(3.): Training in signed and oral transliteration. 
6.3.27.(3.): Oral transliteration if requested by the caller. 
6.3.32.(12.): Change of CAs for VRS 
6.3.41.(1.)(a.) Monthly Call Volumes by Jurisdiction, for VRS 
6.3.41.(1.)(f.) Monthly Volume of Completed VCO Calls, item 4 

(VRS) 
6.3.41.(1.)(g.) Monthly Volume of Completed HCO Calls, item 4 

(VRS) 
6.3.41.(1.)(h.) Monthly Volume of Spanish Calls, item 5 (VRS) 
6.3.41.(1.)(o.) Daily Average Speed of Answer, for VRS 
6.3.41.(1.)(p.) Daily Average Blockage Rate, for VRS 
6.3.41.(1.)(q.) Wait Time and Abandoned Call Report, for VRS 

Because reinstatement of the above CRS VRS requirements may 
occur during the life of the awarded CCS Provider’s contract with the 
DDTP, in their proposals, CCS bidders are required to indicate and 
describe their intended compliance with the above requirements in 
their appropriate RFP Sections, which shall be effective upon 
reinstatement. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) IXC Reimbursement or User Billing of IP-Based Inbound VRS calls 

As the point of origination for IP-based calls cannot currently be 
verified with certainty and reimbursement of all compliant CRS VRS 
calls is available from either NECA or the DDTP at the FCC 
approved rate, the CCS Provider shall be responsible for the cost of 
domestic outbound calls as an element of its reimbursement for VRS 
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calls.  That is, where the inbound portion of the call was IP-based 
and where the outbound portion of the relay call was placed over the 
interexchange carrier, the CCS Provider shall directly negotiate 
either reimbursement terms and/or caller ANI validation criteria for 
user billing purposes, with its outbound interexchange relay carriers 
for CRS calls.  At the time when either the FCC or the CPUC 
authorizes user billing for inbound IP-based VRS calls, such 
authorization shall prevail. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.28. Web Chat Relay (WCR) 

(1.) WCR Description 

Web Chat shall enable relay users to request and receive confidential 
California Relay Services via typed messages back and forth between 
a CRS user and a CCS CA via the Internet from any compatible user 
source, including but not limited to desktop, laptop, and handheld 
devices (such as personal computers, notepads, palm type devices, 
etcetera) both hard wired and wireless.  Web chat relay shall be 
available in both English and Spanish. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Prevailing FCC WCR Standards 

At the time that proposals are due in response to this RFP, the FCC 
has approved WCR for TRS, and furthermore has authorized NECA 
to pay certified TRS providers for all WCR calls that meet the FCC’s 
mandated WCR requirements in effect at the time of the WCR calls.  
Such authorized payments are issued by NECA from the TRS Fund 
that it administers, for WCR calls billed directly to NECA by TRS 
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providers under the format and conditions imposed by NECA as 
approved by the FCC.  Therefore the DDTP shall not pay for WCR 
calls until the FCC terminates its authorization of NECA payment 
for some or all of its mandated WCR calls, resulting in payment 
required from the DDTP for those FCC and CRS compliant CRS 
WCR calls not reimbursed by NECA. 

In consideration of the fact that some of the WCR standards 
contained in this RFP may be different from the WCR standards 
mandated by the FCC, and that the FCC currently authorizes 
payment for all WCR calls that comply with the 
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FCC’s standards, the DDTP hereby supplants the CRS WCR 
standards listed below and specified elsewhere in this RFP with the 
FCC’s mandated WCR standards in effect at the time of the WCR 
call.  If an equal FCC mandated standard does not exist at the time 
of the call, the applicable CRS WCR standard or requirement shall be 
waived.  All other WCR standards or requirements contained in this 
RFP remain effective upon all CRS WCR calls, including reporting. 

The supplanted or waived CRS WCR standards or requirements shall 
only be supplanted or waived until the DDTP is required to directly 
reimburse its contracted CCS Vendors for any portion of their CRS 
WCR calls.  At that time the supplanted or waived DDTP CRS WCR 
standards or requirements shall be automatically reinstated and 
shall be immediately effective.  Once effective, the more stringent 
FCC or CRS definition of the standard or requirement shall prevail. 

Upon reinstatement, these CRS WCR standards or requirements, or 
more stringent corresponding FCC mandates, must be met for all of 
the CCS Provider’s CRS WCR calls in order for any portion of the 
CRS WCR calls to be reimbursed by the DDTP, unless applicable 
liquidated damages are offered as indicated below and as contained 
in the signed CCS Provider Agreement. 

The CRS WCR standards or requirements temporarily supplanted or 
waived in favor of FCC WCR standards are within the following RFP 
Sections, as follows: 

6.3.10: ASA of 3.3 seconds – Subject to liquidated 
damages per CCS Agreement paragraph 29. 

6.3.11: Blockage of one percent – Subject to liquidated 
damages per CCS Agreement paragraph 29. 

6.3.41.(1.)(a.) Monthly Call Volumes by Jurisdiction, for WCR 
6.3.41.(1.)(f.) Monthly Volume of Completed VCO Calls, item 5 

(WCR) 
6.3.41.(1.)(g.) Monthly Volume of Completed HCO Calls, item 5 

(WCR) 
6.3.41.(1.)(h.) Monthly Volume of Spanish Calls, item 6 (WCR) 
6.3.41.(1.)(o.) Daily Average Speed of Answer, for WCR 
6.3.41.(1.)(p.) Daily Average Blockage Rate, for WCR 
6.3.41.(1.)(q.) Wait Time and Abandoned Call Report, for WCR 
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Because reinstatement of the above CRS WCR requirements may 
occur during the life of the awarded CCS Provider’s contract with the 
DDTP, CCS bidders are required to indicate and describe in their 
proposals their intended compliance with the above requirements in 
their appropriate RFP Sections, which shall be effective upon 
reinstatement. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) IXC Reimbursement or User Billing of IP-Based Inbound WCR calls 

As the point of origination for IP-based services cannot currently be 
verified with certainty and reimbursement of all compliant CRS 
WCR calls is available from either NECA at the FCC approved rate 
or from the DDTP at the awarded bidder’s rate, the CCS Provider 
shall be responsible for the cost of domestic outbound calls as an 
element of its reimbursement for WCR calls.  That is, the CCS 
Provider shall directly negotiate either reimbursement terms and/or 
caller ANI validation criteria for user billing purposes, with its 
outbound interexchange relay carriers for CRS calls where the 
inbound portion of the call was IP-based and where the outbound 
portion of the relay call was placed over the interexchange carrier.  
At the time when either the FCC or the CPUC authorizes user billing 
for inbound IP-based WCR calls, such authorization shall prevail. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.29. New Technologies and Services (desirable) 

CCS vendors are encouraged to offer new relay technologies and services as 
soon as they become available and practical.  As described in RFP Section 9, 
evaluation of the CCS bidders’ proposals shall include evaluation of new relay 
technologies and services offered by the bidder.  In addition, periodic 
measurement of service quality as described in Section 10 of this RFP shall 
also include an assessment of new relay technologies and services provided.  
Desired new relay technologies and services are those that will enhance the 
users’ relay experience, improve quality of service, reduce costs to the DDTP 
or to the caller, or provide the caller with more relay service or feature 
options.  Implementation of any new technology under the authority of this 
contract requires specific written approval from the DDTP.  In some cases 
approval will be denied through no fault of the CCS provider if other required 
conditions are not available, e.g., network (NS) support, NMS support, etc.  
Examples of such potential new relay technologies and services include but 
are not limited to: 

 Implementation of Signaling System Seven (SS7) in order to 
generate the ability to provide callers with additional calling 
features, including Caller ID. 

 Implementation of speech recognition for individual STS users. 
 Implementation of Voice over IP (VoIP) inbound and/or outbound 

technologies, only for users who request to use VoIP. 
 ASCII VCO, ASCII HCO, WCR VCO, and/or WCR HCO. 
 Three-way calling for WCR, ASCII and/or VoIP modalities. 
 Live (non-delayed) access to relay services via two-way paging 

services. 
 Second audio link for VRS calls. 
 Multi-point video conferencing capabilities for VRS users. 
 Multi-point conference bridge capabilities for TTY users. 

 Inbound to outbound call transfer with CA release.  (For example 
when an inbound TTY user wishes to connect to another TTY user 
but must first go through a voice user, auto attendant or IVR before 
being transferred to the called party’s TTY for direct TTY to TTY 
communications.) 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.30. Minimum Qualifications for all Relay Communication Assistants 

The following are the minimum qualifications of all Relay Communications 
Assistants (CAs) prior to taking live CRS calls, with the exceptions as 
provided for in RFP Section 6.3.27.  In responding to these requirements, 
bidders shall also include: 1.) a description of how applicants and/or trainees 
will be tested on the above qualifications before handling live CRS calls, 2.) 
how often during employment CAs will be re-tested, and 3.) how records will 
be maintained to allow the DDTP to verify and analyze training and test 
proficiency results without violating personnel confidentiality. 

(1.) Typing Speed 

Each CA must provide a typing proficiency at a minimum speed of 60 
words per minute.  Technological aids may be used to reach the 
required typing speed.16  Testing for typing proficiency speed shall be 
an auditory test (not written) and may use common TTY usage 
abbreviations.  Typing proficiency shall not be required of ASL 
interpreters used as VRS CAs unless the VRS CA is also typing 
relay. 

                                            
16  For example, refer to Ultratec’s “Fastran” technology.  This reference does not imply 

endorsement.  It is the CCS provider’s responsibility to meet the requirement regardless of whether any 
technology employed or not.  “Fastran” is a registered trademark of Ultratec Incorporated, 
www.ultratec.com. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) English Grammar 

Each relay CA shall demonstrate skills in English grammar at a 
minimum of a 12th grade level. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Spelling Skills 

Each relay CA shall demonstrate spelling skills at a minimum of a 
12th grade level. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) Understanding of Limited English 

Each relay CA shall demonstrate the ability to understand deaf 
people using limited English and to translate limited typed English 
to correct spoken English. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) Spanish Relay 

CCS CRS providers shall provide during all shifts of CRS operation 
CAs fluent in Spanish in numbers sufficient to meet the demand 
from Spanish-using CRS callers.  Spanish-speaking relay CAs shall 
receive and relay calls in Spanish.  They shall not be required to 
translate between Spanish and English.  All CAs relaying in Spanish 
shall demonstrate skills in Spanish grammar and spelling at a 
minimum of a 12th grade level. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(6.) Clear and Articulate 

CAs must possess clear and articulate voice communications. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.31. General Communication Assistant Training Requirements 

In responding to the following CA training requirements, bidders shall also 
describe:    1.) how training in the areas described below will be provided to 
staff before handling live CRS calls, 2.) how often during employment they 
will be retrained, and 3.) how records will be maintained to allow the DDTP 
to verify and analyze training results without violating personnel 
confidentiality. 

(1.) Relay Procedure Training 

CCS CRS providers shall train relay CAs in the procedural details of 
handling all forms of relay that the CA will be involved in relaying, 
including TTY, VCO, HCO, Voice, STS, ASCII, VRS, WCR, Enhanced 
Services, Emergency Calls, Directory Services, and Operator 
Services. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Initial Disability Awareness Training 

CCS CRS providers shall train relay CAs to effectively meet the 
specialized communications needs of relay users who are deaf, hard-
of-hearing, late deafened, and speech disabled.  CA training shall 
include, but not be limited to at least 12 hours devoted solely to ASL 
“gloss” and grammar, deaf culture, and the special needs of hard-of-
hearing, late deafened, and speech disabled users.  Training in the 
operation of TRS telecommunications equipment shall include both 
simulated and live on-line call handling.  Ongoing training shall be 
provided to update relay CAs when necessary on software changes, 
revised call handling procedures, refresher training on disability 
awareness, and any other ongoing areas necessary for the relay CAs 
to effectively perform their responsibilities. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Ongoing Disability Awareness Training 

All staff providing service to CRS, including management, shall 
receive ongoing training in disability awareness, including functional 
and cultural issues within the deaf, hard-of-hearing, late deafened, 
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and speech disabled communities of CRS users, ethics and 
confidentiality. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) California Place Names 

All CAs shall be trained in familiarity with common California place 
names, including their spelling, pronunciation and common 
abbreviations. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) Complaint Training 

All CAs shall be trained in the proper procedures for receiving caller 
complaints. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.32. Procedures for Relaying Communication 

Unless requested otherwise by a user, the CAs shall relay all calls according 
to the following procedures.  Except for item (25.) below, when responding to 
the following procedural requirements, bidders shall also describe how their 
CAs’ use of the following procedures will be ensured. 

(1.) Limited Typed English 

Relay CAs shall translate the limited typed English (or “TTY-ASL”) 
of TTY users into correct spoken English so that non-TTY users can 
understand the call and communication occurs, unless the TTY user 
requests verbatim. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(2.) Tone of Voice 

When speaking for the TTY user, the CA shall adopt a conversational 
tone of voice appropriate to the type of call being made, unless the 
TTY user requests otherwise.  CAs shall, to the best of their abilities, 
let the TTY user know the non-TTY user’s tone of voice.  For 
example, the CA can type in parentheses that a person is being rude, 
is yelling, is laughing, or any background noise that the CA hears. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Call Status 

Relay CAs shall keep the user informed on the status of the call, such 
as dialing, ringing, busy, and disconnected or on hold. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) Outbound Called Number 

It shall not be necessary for the caller to provide more than seven 
digits for the outbound call, unless the caller’s ANI is not available to 
the CA.  If only seven digits are provided, the CA shall place the call 
using the same area code (NPA) as the caller’s area code indicated on 
the ANI. 
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Unless the outbound called number is entered directly by the calling 
party, when out-dialing, the CA shall be required to inform the caller 
of the number being dialed. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(a.) Inform Callers of Type of Outbound Call  (desirable) 

It is desirable that the CCS Provider inform the CRS caller 
whether the outbound call is a “local” call (i.e., 40 miles or less), 
a “long distance” call, or a “toll-free” call. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) Providing Call Handling Options 

The TTY user shall have the option of telling the CA what aspects of 
the call he/she will handle.  For example, the TTY user may request 
to introduce relay services to the called party, rather than have the 
CA do it. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(6.) Verbatim Relay 

The CA shall type to the TTY user or verbalize to the non-TTY user 
exactly what is said when the call is first answered and at all times 
during the conversation, unless either party specifically requests 
otherwise. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(7.) Explaining Relay 

When the CA needs to explain relay to a hearing user, the CA shall 
also type "explaining relay" for the benefit of the TTY user.  
Conversely, when the CA needs to explain relay to a TTY user, the 
CA will inform the hearing user that the CA is explaining relay.  
Upon request by the user, the CA shall not announce a call as a relay 
call, permitting the caller to provide explanation, if any.  The CA 
shall not have the option to inform the called party that the caller is 
deaf or speech disabled unless the caller asks the CA to do so. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(8.) No Solicitation 

CCS providers and their CAs shall not solicit other relay services, 
non-relay services, or caller profile input (e.g., selection of CCS 
provider) at any time during a relay call, including during set-up, 
relay, and wrap-up.  CAs may however respond to callers’ questions 
regarding relay services, non-relay services or caller profile 
information during call set-up or wrap-up. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(9.) Content, Context and Intent 

All relay CAs must convey the full content, context and intent of the 
communication they relay. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(10.) No Delay 

CAs shall not cause a relay conversation to be delayed.  They shall 
not necessarily wait for a relay message to be completed before 
beginning to relay the message. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(11.) Third Person 

Relay CAs shall indicate to the TTY user if another person (non-TTY 
user) comes on the line. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(12.) Change of CAs 

Change of CAs during a call is strongly discouraged.  Unless 
requested by a user before or during a conversation or unless the CA 
becomes physically incapacitated, a change of CAs shall not be made 
before 15 minutes have elapsed since the beginning of the relay 
conversation.  If the change is necessary, both parties shall be 
informed, and the new CA shall inform both parties of the CA’s 
identification number.  Changing of CAs shall not cause the new CA 
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to loose the caller’s call handling preferences, either from the caller’s 
registered profile nor as requested by the caller during call setup, 
including instructions given once for sequential outbound calls.  If 
the caller has requested a specific gender then the replacement CA 
shall also be of that gender (see RFP section 6.3.32(18).  The caller 
shall always have the right to request a change in CAs and the CCS 
provider shall accommodate the request. 

The requirement to implement this standard is affected by Section 
6.3.27.(4.) 



 
CRS RFP SECTION 6, PAGE 73 ADDENDUM 9, 9/24/02 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(13.) Redials 

When a line is busy, the CA shall permit unlimited redials to the 
busy number, at the request of the caller. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(14.) Relay All Comments 

All comments directed to either party by the CA shall be relayed.  
These comments shall be typed in parentheses, for example, "(Can 
you spell that name back to me?)."  All comments directed to the CA 
by either party shall also be relayed, for example, "(Yes, that name is 
spelled D-U-N-N-E.)." 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(15.) Relay in Third Person Voice 

If either party uses the third person, the CA shall relay in the third 
person.  The CA may instruct the user to use first person, but after 
the instruction the CA shall relay in third person if the party 
continues to use third person. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(16.) Typing Errors 

To correct a typing error, CAs shall not backspace, but continue in a 
forward direction by typing "XXX" (common TTY convention for 
error) and then typing the word correctly. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(17.) Verification of Spelling 

When in doubt, CAs shall verify spelling of proper nouns, numbers 
and addresses that are spoken.  This shall be relayed as discussed in 
paragraph 14, above. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(18.) Gender 

If a TTY user initiating a call asks, he/she will be advised of the relay 
CA’s gender and, upon request, switched to a CA of the gender of the 
caller’s choice. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(19.) Volume 

Each CA must be able to increase the outgoing volume of their speech 
via TRS platform controls (not just speaking louder) to help 
compensate for Voice, HCO and STS users with some hearing loss, 
and shall do so to facilitate the hearing party’s understanding of the 
CA, or at the request of the hearing party.  If a volume setting is 
higher than normal, the CA shall reduce the volume at the request of 
the user.  Volume shall be returned to normal settings after each call. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(20.) Staying on the Line 

The CA will stay on the line until the inbound caller has terminated 
the call.  If necessary to process a complaint or compliment, the call 
will be transferred to a supervisor or to customer service. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(21.) No Interjections 

CAs shall not counsel, advise or interject personal opinions or 
additional information into any relay call.  This also means the CAs 
shall not make any 
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value judgements on the profanity or obscenity or legality of any 
messages.  Additionally, relay CAs shall not hold personal 
conversations with anyone calling CRS. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(22.) Caller Names 

Callers shall not be required to give their names or the name of the 
party they are calling.  If names are given, this information shall not 
be recorded in any form without the permission and knowledge of the 
caller.  CAs shall not ask for names even though it is understood that 
for some calls, having the full name would help facilitate the call.  
The CA shall not, however, refuse to make a call if the caller does not 
wish to give names. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(23.) Voice mail and interactive menus  

CAs must alert the CRS user to the presence of a recorded message 
and interactive menu through a hot key on the CA’s terminal.  The 
hot key will send text from the CA to the consumer’s TTY indicating 
that a recording or interactive menu has been encountered.  CCS 
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providers shall electronically capture recorded messages and retain 
them for the length of the call.  CCS providers may not impose any 
charges for additional calls that must be made by the relay user in 
order to complete calls involving recorded or interactive messages.  
Relay services shall be capable of handling pay-per-call calls. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(a.) Leaving Messages 

CAs will leave messages on answering machines or other voice 
processing systems if the CRS caller activates one while making 
a call.  Procedures for leaving messages shall include the 
following steps: 

1.) The relay CA will inform the caller when an answering 
machine has been reached. 

2.) When the relay caller is a TTY, ASCII, or webchat user, 
the CA will try to retrieve the entire voice message and to 
convey the message in its entirety to the caller.  If the CA 
is not successful in retrieving and conveying all of the 
message, the CA will ask the caller if the CA should call 
again in an attempt to retrieve and convey the remainder 
of the message.  When the relay caller is a voice or VRS 
caller, the CA will relay the answering machine message 
in its entirety to the caller. 

3.) The relay CA will ask the caller if he/she wishes to leave a 
message. 

4.) The relay CA will leave the caller’s message in the format 
of the called messaging system, e.g., voice, TTY, ASCII or 
webchat. 

5.) VCO users shall be permitted to leave their own voice 
messages. 
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6.) The relay CA will confirm to the caller that the message 
has been left. 

7.) The caller will be charged for only one call (the first call) 
regardless of the number of calls required to retrieve and 
convey the answering machine message and/or to leave a 
message. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(b.) Retrieving Messages 

CAs shall retrieve voice and TTY messages from voice 
processing systems and answering machines and relay the 
messages to the CRS caller in the caller’s calling format (voice, 
TTY, ASCII, webchat, etc.)  Unless instructed otherwise by the 
caller, the CA shall attempt to capture and record each message 
in its entirety and relay it to the caller.  If more than one call to 
the answering machine or voice processing system is required to 
retrieve the entire message, the CRS caller will only be charged 
for one call (the first call). 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(24.) Disconnecting an Inbound Caller 

If a caller puts the CA on hold or is otherwise inactive, the CA shall 
wait for at least three (3) minutes before disconnecting the caller.  
The CA shall not disconnect the caller during periods of inactivity 
during a relay call (for example the caller may have been put on hold 
by the called party) without the caller’s permission.  In all instances 
of CA initiated caller disconnect, the CA shall inform the caller (or 
leave a message) that they are disconnecting the call (hanging up) 
prior to doing so, and shall pause for a possible response before 
proceeding. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(25.) Split Screen for ASCII Calls 

If an ASCII CRS caller requests split screen service, the CA shall 
cause both the ASCII caller’s text and the CA’s typed text to appear 
on the CA’s screen at the same time, enabling the ASCII caller to 
interrupt the CA by typing text which 
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the CA shall be able to view while the CA is relaying to the other 
party.  If the ASCII caller does not request split screen service, it 
shall be the CCS provider’s option whether or not to invoke split 
screen functionality. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(26.) Call Interrupt 

When a relayed conversation is interrupted by one relayed party and 
that interruption is received by the CA, the CA shall respond by 
relaying the conversation provided by the interrupting party, 
provided that relay modalities of the parties are compatible with 
interrupted conversation (e.g., a TTY user with Turbo Code, by a 
voice user, by a VRS user, etcetera.) 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(27.) Procedures for Handling Disallowed Calls 

In order to reduce the potential of fraudulent use of CRS and its 
potential cost to the DDTP, the DDTP and the CCS provider will 
develop mutually acceptable procedures for handling disallowed or 
potentially disallowed calls.  Disallowed calls are those listed in the 
Table of Excluded Modalities or the Table of modalities not required 
and only allowed with specific DDTP written approval of RFP Section 
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6.3.25.  The procedures will include but shall not be limited to 
authorization by the DDTP for the CCS provider to terminate such 
calls under specific conditions and/or procedures.  Procedures will be 
developed for all modes of relay as necessary, and shall be designed 
for minimal intrusion upon allowed calls. 

CAs shall follow all such mutually approved procedures for handling 
disallowed calls. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.33. Speech-to-Speech (STS) 

(1.) Additional Technical Requirements for Speech to Speech 

(a.) Open Line 

For all CRS calls involving STS, an open line with no switching 
must be provided whenever the caller and the called party can 
both either speak or listen, e.g., between STS and Voice, STS, 
TTY with HCO, and TTY with VCO.  This open line must be 
configured so that the CA, and the caller and called party with 
hearing capabilities, can all hear each other at all times.  The 
outcome would be similar to that observed in three-way calling.  
An open line also allows the speech-able caller to acknowledge 
comprehension if they understood the speech-disabled person, 
but the CA did not. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Additional Qualifications for STS CAs 

The following minimum qualifications are for STS CAs only, and are 
in addition to those in Section 6.3.30., above.  In responding to these 
requirements, except for item (c.) below, bidders shall also describe: 
1.) how applicants and/or trainees will be tested on these 
qualifications before handling live CRS STS calls, 2.) how often 
during employment STS CAs will be re-tested, and 3.) how records 
will be maintained to allow the DDTP to verify and analyze test 
results without violating personnel confidentiality. 

(a.) Hearing Acuity 

Each STS CA’s hearing must be tested to assure that they are 
competent to understand people with a variety of speech 
disabilities.  Each STS CA shall score 92% or higher in each ear 
using a 50 word, W-22 or NU6 speech recognition test.  Each 
STS CA shall measure hearing acuity of 20dB or less in each ear 
using a pure tone sensitivity test at 250 Hz, 500 Hz, 1000 Hz, 
2000 Hz and 4000 Hz.  An audiologist using calibrated 
equipment shall administer the speech recognition test and pure 
tone test.  The audiologist shall be a state licensed professional 
audiologist or certified by the American Speech-Language-
Hearing Association with a Certificate of Clinical Competence in 
Audiology (CCC-A.) 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) Understanding of Speech Patterns 

STS CAs shall be screened to assure their ability to understand 
the irregular speech patterns of people with speech disabilities.  
The bidder 
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shall define acceptable STS CA speech comprehension levels and 
ensure that all STS CAs meet that criteria. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(c.) Removal of STS CAs 

The line supervisor will identify STS CAs and remove them from 
STS duties if: 

(1.) their hearing or concentration has become impaired 
because of a cold or other (temporary or permanent) 
medical condition, 

(2.) they are no longer extremely patient with customers’ 
speech and respectful of them. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(d.) English Fluency 

STS CAs assigned to relay in English must be fluent in U.S. 
English, and able to speak English without a distorted non-U.S. 
English accent.  STS English CAs must be tested for hearing 



 
CRS RFP SECTION 6, PAGE 82 8/17/01 

acuity, speech comprehension, and English language skills 
including vocabulary, grammar and syntax. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(e.) Spanish Fluency 

STS CAs assigned to relay in Spanish must be fluent in Spanish, 
and able to speak Spanish without a distorted non-Spanish 
accent.  STS Spanish CAs must be tested for hearing acuity, 
speech comprehension, and Spanish language skills including 
vocabulary, grammar and syntax. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) STS CA Training 

The following minimum training requirements are for STS CAs only, 
and are in addition to those in Section 6.3.31., above. 

(a.) STS Users 

Adequate training on STS service and speech disabled users 
must be provided to all personnel who will be interacting with 
speech disabled users and/or CAs who complete STS calls, 
including counseling personnel, customer service 
representatives, and user assistance and complaint resolution 
personnel.  Training shall also be provided on identifying and 
dealing with suspected fraudulent use of STS services. 

In addition, bidders shall describe: 1.) how STS training in this 
area will be provided to staff before handling live CRS STS calls, 
2.) how often during employment they will be retrained, and 3.) 
how records will be maintained to allow the DDTP to verify and 
analyze training results without violating personnel 
confidentiality. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(b.) Transfer of STS Calls 

Calls will only be transferred to supervisors who thoroughly 
understand and respect the STS protocols, requirements, and 
philosophy. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(c.) Specialized STS Staff 

The CCS CRS vendor is encouraged to develop a small bank of 
CAs for STS service. This bank must be large enough to handle 
the traffic, but small enough so that CAs become accustomed to 
most of the users’ speech patterns. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(d.) Specialized STS Training 

Training of STS CAs must include at least eight (8) hours of 
training specific to STS service, two (2) hours of which is 
training specific to voicing for voice synthesizer users.  Training 
must include experiencing a variety of speech disabilities, 
possibly partly through video. 

As part of her or his training, every STS CA must have a 
minimum of eight (8) hours of a combination of training by a live 
speech disabilities professional and consumer expert.  STS CA 
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training must include introduction to a variety of technologies 
used by consumers to communicate, including voice 
synthesizers.  Training must include introduction to many 
speech disabilities.  Up to one-quarter of STS training may be 
provided by videotape. 

In addition, bidders shall describe: 1.) how STS training in this 
area will be provided to staff before handling live CRS STS calls, 
2.) how often during employment they will be retrained, and 3.) 
how records will be maintained to allow the DDTP to verify and 
analyze training results without violating personnel 
confidentiality. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(e.) STS Liaison 

Each CCS CRS provider must designate an individual to serve 
as liaison to CRSAC on STS issues and to work with the 
program on identifying and prioritizing STS outreach goals.  
This person should be the provider’s “in-house expert” on STS 
service. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) Procedures for Relaying STS Calls 

The following requirements for relaying Speech-to-Speech calls are in 
addition to the requirements of Section 6.3.32., above.  If conflicts 
exist between these two sections, the requirements of this section 
shall prevail for relaying STS calls.  In responding to the following 
procedural requirements, except for items (o.) and (p.), bidders shall 
also describe how their CAs’ use of the following procedures will be 
ensured on an ongoing basis after the CAs begin relaying STS calls. 
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(a.) Never Guess 

STS CAs shall never guess what the speech disabled caller says, but 
will request clarification. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(b.) Verification of Busy Number 

If a line is busy, then the STS CA will immediately repeat aloud 
the number dialed to verify that the STS CA understood the 
number correctly. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(c.) Dictate Message 

Users may dictate a message to be left on an answering machine 
in the STS CA’s voice. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(d.) Additional Calls 

After each call, STS CAs will offer to make another call. 



 
CRS RFP SECTION 6, PAGE 90 8/17/01 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(e.) Request Clarification 

While STS CAs may not counsel, advise, or interject personal 
opinions into a conversation, they may ask questions to clarify 
what was said particularly if the meaning or context is unclear.  
“Apple” differs from “ample”, “articulate” differs from “article,” 
“interest” differs from “inter-test,” “pants” differs from “Lance.” 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(f.) Interaction with Users 

STS CAs may interact with users having a problem using the 
service and to reassure new users.  STS CAs may reassure users 
that the user was understood.  STS CAs also may interact with 
users to help the user use the service more effectively.  This is 
particularly necessary in helping developmentally delayed users 
with short-term memory loss.  For example, they may correct a 
telephone number that the user receives from one caller and 
then repeats in error to the STS CA in requesting another call.  
CAs must never attempt to assist users in ways that could 
interfere with the user’s independence.  The above directions 
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may appear self-contradictory, but are not in light of the wide 
variance in intellectual capacity within this user group.  An 
opportunity for a CA to facilitate communication takes priority 
over transparency.  However, the STS CA must not facilitate if 
there is a great risk of diminishing communication. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(g.) Leaving Messages 

STS CAs will leave messages on answering machines or other 
voice processing systems if the caller activates one while making 
a call as described in above in RFP Section 6.3.28., paragraph 
20.  In addition, STS callers shall be allowed to recite a prepared 
message to an answering machine.  The STS caller may dictate 
the message to the STS CA before making the call.  If the called 
number is busy, then the STS CA shall 
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retain the dictated message in the STS user’s caller profile at 
the user’s request.  The message shall be retained for a 
minimum of one hour, during which time the user may call back 
and attempt to reach the answering machine and leave the 
message. 

Given the limited telephone experience and delayed social 
development of some users, STS CAs may prompt users leaving 
messages on answering machines who forget to leave their name 
and/or telephone number. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(h.) Respect 

CAs will avoid informality interpretable by users as patronizing.  
Adult users must always be treated as mature adults regardless 
of their behavior. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(i.) Registration of Numbers 

Users may list their home and business telephone numbers in 
their personal STS customer preference registration and 
indicate the corresponding hours of availability at each number.  
This will allow speech-able users to request the speech-disabled 
person by name rather than by telephone number.  This service 
is provided because many speech-disabled people have trouble 
saying numbers and asking them to give the STS 800 number 
and their own telephone number will discourage telephone use.  
Users may not specify that certain calls only be placed to one 
particular number. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(j.) Caller Names 

Callers shall not be required to give their names or the name of 
the party they are calling.  If names are given, this information 
shall not be recorded in any form without the permission and 
knowledge of the caller.  It is understood that for some calls, 
having the full name would help facilitate the call.  The CA shall 
not, however, refuse to make a call if the caller does not wish to 
give names. 

Before dialing, the STS CA will ask, “Shall I tell the party who 
is calling?” 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(k.) Asking for STS Relay by STS User Name 

CRS callers shall have the option of requesting an outbound STS 
relay call by providing the name of the called party instead of 
their phone number when the called party’s name is registered 
in the CCS provider’s customer preference database together 
with their phone number and their preferred method of 
communicating is registered as STS.  Upon such a caller 
request, the CCS CA shall query the database by the STS 
person’s name to determine if a phone number is available. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(l.) Change of STS CAs 

The CCS provider is encouraged to use the same 
communications assistant throughout each STS call.  CA change 
is very disruptive to speech disabled users.  It prompts fear that 
the new CA may not understand them as well as the first CA 
did.  CA change during STS calls due to repetitive motion injury 
is rarely necessary, as is usually not an issue.  Unless requested 
by a user before or during a conversation or unless the CA 
becomes physically incapacitated, a change of STS CAs shall not 
be made before 15 minutes have elapsed since the beginning of 
the relay conversation.  If a change is necessary, both parties 
shall be informed and the new CA shall inform both parties of 
the CAs identification number.  The caller shall always have the 
right to request a change in STS CAs and the CCS provider 
shall accommodate the request if another STS CA is available. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(m.) Announcement of Voicing 

At the start of the call, the STS CA will announce that he or she 
will voice for the speech disabled person throughout the call, 
unless both parties ask the STS CA to stop. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(n.) Voicing at the User’s Option 

Some people with speech disabilities can be clearly understood if 
allowed to speak uninterrupted; they do not need CAs to voice 
for them, they just need the other party not to interrupt them.  
Such customers may request the STS CA to only repeat what 
they say when the speech-able customer misses a word. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(o.) Quiet STS CA Environment 

The STS CAs’ room should be quiet and the partitions between 
the CAs’ stalls should be sound proof enough so that STS CAs 
can concentrate intensely on hearing the caller’s speech. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(p.) Retention of Information 

STS CAs must be able to retain information from one inbound 
call for use in a subsequent outbound call, and such information 
shall only be retained for the duration of the inbound call.  The 
method of retention shall be up to the CCS vendor. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(q.) Dual Voicing 

CCS CRS vendors will provide STS voicing for people with 
speech disabilities calling each other, for both parties. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.34. Confidentiality 

Bidders shall describe how they will adhere to the following confidentiality 
requirements: 

(1.) Total Confidentiality 

All calls made through CRS shall be totally confidential, with no 
written or electronic script kept beyond the duration of the call 
except as specified in RFP Section 6.3.32.(23.)  CAs and supervisory 
personnel shall not reveal information about any call, except for any 
minimum information that may be necessary for billing purposes. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(2.) Pledge of Confidentiality 

All CCS provider staff who relay CRS user conversations or have 
access to CRS user data, e.g., relay CAs, supervisors, customer 
service staff, etcetera, shall be required to sign a pledge of 
confidentiality, promising not to disclose the identity of any callers or 
fellow relay CAs or any information learned during the course of 
handling or relaying calls, handling complaints, or accessing 
customer data (e.g. 711 and customer profile data), either during the 
period of employment as a CA or after termination of employment.  
The required pledge of confidentiality is provided on the following 
page.  Item 4 of this pledge must be conspicuously posted at all 
entrances into the relay work area. 

The CCS Provider shall make available to all staff with access to 
CRS user data or CRS user conversations, lockers or equivalent 
lockable storage located outside of the relay work area.  These lockers 
shall allow staff to temporarily store personal pens, pencils and any 
other personal recording devices while they are in the relay work 
area. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Discussion of Calls 

CAs shall not discuss among themselves or with their supervisors 
any names or specifics of any relay call, except in instances of 
resolving a complaint.  CAs may discuss the general situation they 
need assistance with in order to clarify how to process a particular 
type of relay call.  CAs shall be trained to ask questions about 
procedures without revealing specific information that will identify 
the parties on the call. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) Emergencies 

If a user is in an emergency or life-threatening situation or causes an 
emergency situation to exist by threatening the CA or the relay 
center, names and specific information may be disclosed by the CA to 
a supervisor to expeditiously address the situation. 
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California Relay Service 
Confidentiality Agreement 

I __________________________________ do hereby recognize the serious and 
confidential nature of the California Relay Service.  I recognize the responsibility 
this places upon me and its bearing on my continued employment.  By agreeing to 
employment in a Communications Assistant, supervisor or customer service role, I 
agree to the following conditions: 

1. I will not disclose to any individual, including fellow Communication 
Assistants (CAs) Customer Service Representatives and supervisors, the 
identity of any caller or information I may acquire about a caller while 
relaying his/her conversation, except if the user is in life threatening 
circumstances or causes an emergency situation, or in instances of resolving a 
complaint. 

2. Under no circumstances will I act upon any information I may acquire while 
relaying conversations. 

3. I will not allow any individual to watch or listen while processing actual calls, 
except for authorized training and quality monitoring purposes. 

4. Except when performing Speech-to-Speech relay, I will not bring any 
recording devices, including but not limited to, pens, pencils and Personal 
Digital Assistants (PDAs), into relay workspace.  I will not keep any written 
or electronic form of a conversation beyond the duration of the call, except as 
allowed for Speech-to-Speech Relay service. 

5. Except for any information necessary for billing purposes or gathering caller 
preference or 711 information when requested by the caller, I will not collect 
nor use a caller’s personal information. 

6. I will not register my company as the caller’s CRS relay provider of choice 
without the expressed permission of the caller.  When explaining about a 
caller’s choice of relay providers I will strive to ensure that the caller receives 
a clear, accurate and forthright understanding of his or her options and of the 
registration process.  I will not engage in deceptive practices that result in 
obtaining a caller’s permission deceitfully. 

7. Under no circumstances will I reveal my relay operator number in 
conjunction with my name, or disclose to anyone the names, schedules or 
personal information of any fellow CA or supervisor working at the relay 
service. 

8. I understand that the FCC requires me to relay everything that is said by 
either party even if portions of the conversation are offensive to me 
personally. 

9. In the event of my resignation or termination of my employment, I will 
continue to hold in strictest confidence all information related to the work I 
have performed as a relay operator. 
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I understand further that any of the above breaches in confidentiality will lead to 
disciplinary action up to and including immediate dismissal. 
Signature: _____________________________________________ 

Print Name: ___________________________________________ 

Position: ______________________________________________ Date: _________________ 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) Monitoring of Calls 

Watching or listening to actual calls by anyone other than the relay 
CA is prohibited, except for training or monitoring purposes or other 
purposes specifically authorized by the FCC, the CPUC, the 
DDTPAC or by this RFP and contract and consistent with CPUC 
rules.  Watching or listening of relay calls by others for training or 
monitoring purposes shall not be allowed as a general practice for all 
calls, but shall be restricted to discrete calls for temporary purposes.  
Therefore, announcements to callers that say, for example, “Your call 
may be monitored for training purposes,” shall not be deployed de 
facto to all calls.  Recording of calls is prohibited except as allowed in 
this RFP for STS calls and for handling voice mail and/or interactive 
type messages, and all recordings of calls shall be immediately 
deleted at the completion of the call. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(6.) Confidentiality Policy 

Providers must develop a written Confidentiality Policy, covering the 
above points at a minimum.  A copy of the Confidentiality Policy 
shall be provided to a user upon request. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(7.) Termination for Violation of Confidentiality 

A CA or supervisor who, after investigation, is found to have violated 
the confidentiality rules and regulations shall be terminated 
immediately. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(8.) Restriction of Information 

The providers shall be restricted to collecting only that personal 
information necessary to provide and bill for the relay calls being 
rendered.  This information shall not be used for any other purposes. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.35. CA Counseling 

Providers are required to establish a counseling and support program that 
will help CAs deal with the emotional aspects of relaying calls.  Because CAs 
are not allowed to talk about their calls with other CAs, friends, or family, 
CAs need to have access to someone they can talk to and trust. 

CAs must be afforded access to either internal or external counseling and 
support services in a completely confidential manner.  Professional 
counselors must be licensed and knowledgeable about the relay work 
environment including the confidentiality constraints of CAs.  Bidders shall 
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briefly describe their CA counseling programs, the degree of access that CAs 
have to those programs, and how they will ensure that the counselors have 
training or are knowledgeable in the field of communication disabilities. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.36. Complaint Resolution 

Bidders shall, at a minimum, ensure the following: 

(1.) Establish Procedures 

The providers must establish procedures for receiving and 
responding to complaints, inquiries and comments regarding CRS 
services.  The procedures must allow for appeal to the DDTPAC 
through the CRSAC and must describe CPUC appeal procedures as 
well.  These procedures shall be explained in appropriate CCS CRS 
outreach or informational material. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Access to Supervisors or Administrators while on Line 

The CCS providers shall ensure that any caller to CRS having a 
complaint will be able to reach a supervisor or administrator while 
still on line during a relay call. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(3.) Compliance with FCC Regulations 

CCS providers shall be in compliance with the FCC’s complaint 
reporting and resolution process as described in sections 64.604(c)(1), 
(2), and (6) of Part 64, Subpart F of Title 47 of the Code of Federal 
Regulations, attached and as may be further amended by the FCC.  
Compliance shall include keeping a complaint log as described 
therein and reporting to both the FCC and the DDTP. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) Documentation of Complaints 

All complaints received by supervisors or in writing shall be 
documented, including their resolution, and kept in a confidential file 
and available to the DDTP, the DDTPAC or the CRSAC upon 
request. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) Release of Customer Information 

CCS vendors shall only release a CRS consumer’s individual 
preference or 711 routing information to the DDTP upon written 
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authorization by the consumer, for the purposes of aiding the DDTP 
respond to or investigate a consumer complaint.  CCS vendors may 
release specific consumer information without the approval of the 
consumer to the CPUC or the FCC only as specifically required by 
the CPUC or FCC for complaint reporting or complaint resolution.  
CCS vendors shall also release a customer’s individual information 
without written authorization from the consumer in response to a 
specific court order of competent jurisdiction.  However, whenever 
individual consumer information is released without the consumer’s 
written authorization, only that portion of the information that is 
specifically pertinent relative to the CPUC or FCC requirement or to 
the court order shall be released.  Except for transferring caller 
preference or profile data between CRS vendors as stipulated in RFP 
Sections 6.3.19.(3.) and 6.3.19.(8.) paragraph 7, whenever a CCS 
provider releases any portion of the consumer’s information without 
the consumer’s written authorization, the CCS provider shall 
promptly notify the consumer of such action in the relay mode of the 
consumer as well as in writing.  All released information shall be 
marked by the CCS provider as “Confidential” and shall be treated as 
such by all parties. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(6.) Description of the Process 

Bidders shall describe their complaint receiving, responding, tracking 
and resolution procedures for CRS. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.37. User Assistance 

Providers must establish separate toll-free numbers that CRS users may 
access to receive information on how to place a CRS call, tips for improving 
the efficiency of relay calls, information on billing for calls, or information on 
features and functions offered by the provider or to place a compliment or 
complaint.  Customer assistance must be accessible in all CRS 
communication modes. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 

6.3.38. Telephone Directory Listings 

CCS providers may publish at their own expense their CRS access numbers 
in local exchange company and other telephone directories in California.  The 
numbers may be listed under the DDTP’s listing for “California Relay 
Service,” and/or listed under the CCS provider’s corporate name.  All listings 
under “California Relay Service” shall be coordinated with the DDTP contract 
manager.  All listings under the provider’s corporate listing shall include the 
term “CRS” or “California Relay Service.”  CCS providers shall also authorize 
the DDTP to arrange for the listing of some or all the CCS provider’s toll-free 
CRS access numbers in telephone directories, at the DDTP’s expense as the 
DDTP’s budget permits.  Providers may also assure that callers in their 
service areas are aware of CRS availability through other means. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.39 CCS CRS Web Site Disability Access 

All CCS web site pages that reference or contain information about the 
California Relay Service shall conform to W3C’s “Web Content Accessibility 
Guidelines 1.0” or more recent version, to a conformance level of Double-A or 
better.  For more information, refer to the World Wide Web Consortium 
(W3C) at www.w3.org and view the most recent Guidelines at 
www.w3.org/TR/WCAG10. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.40. Outreach and Promotion 

(1.) Outreach Activities 

All CRS providers are encouraged to advertise and promote their 
CRS offerings to all demographic elements of California’s citizens 
and to people with disabilities and to people without disabilities.  It is 
anticipated that CCS 
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providers shall elect to educate and promote their CRS offerings in a 
variety of ways.  For information provided by the DDTP on possible 
outreach activities, refer to the DDTP’s web pages on outreach, 
beginning with www.ddtp.org/Outreachl/Outreach/htm.  For a partial 
list of California deaf and disabled service organizations see 
www.ddtp.org/Cgi-bin/links.cfm.  For a broad discussion of possible 
outreach activities as well as potential federal and national outreach 
activities, see pages 45 through 70 of the transcript of the FCC’s 
Public Forum TRS 2000 held on March 10, 2000 available from the 
CRS RFP Procurement Official upon request. 

Bidders may describe their planned commitment to outreach and 
promotion.  Responses shall be evaluated as described in RFP Section 
9. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) DDTP Approval of Outreach Material 

All providers must provide to the DDTP contract manager copies of 
any print, electronic or video educational, outreach, or promotional 
materials, including web site pages and caller preference forms, 
which reference the provider’s CRS offering.  The DDTP reserves the 
right to require TRS or CRS terminology used by the CCS providers 
for services provided as a result of this RFP to be explained, 
redefined or standardized in meaning, as defined by the DDTP, in 
order to minimize public confusion of terms used by different CCS 
providers.  Material must be provided to the DDTP contract manager 
at least two weeks prior to its public release, and must include the 
planned date of the release.  The DDTP contract manager shall treat 
the material as confidential until its public release.  However, the 
DDTP contract manager shall have the right to require the CRS 
provider to suspend, postpone or terminate any planned or 
implemented public release of material if such material is, in the 
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opinion of the DDTP contract manager, false, misleading, or 
erroneous.  Notification to suspend, postpone or terminate a planned 
release of material shall be given to the CRS vendor at least one 
week prior to its planned public release.  If notification is not 
received by then, the CCS vendor shall assume that it is authorized 
to release the material.  If the CRS vendor disagrees with the finding 
of the DDTP contract manager, the CRS vendor may take the matter 
to the CRSAC where the issue will be decided in a public forum, with 
all CRS vendors represented on CRSAC excluded from voting on the 
issue.  The vendor 
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shall not release the material in question until approved by the 
CRSAC.  All print, video and web outreach and promotional material 
referencing CRS must contain the name of the CRS provider and the 
name of “CRS” or “California Relay Service” with the description 
“funded by the California Relay Service and Communications Devices 
Fund.”  The DDTP reserves the right to require the provider, at the 
provider’s expense, to correct any erroneous or inaccurate outreach 
material produced without the DDTP’s pre-approval.  Vendors may 
also request positive pre-approval of the DDTP. 

The DDTP may require CCS vendors to pay for the printing costs of 
CRS 711, CRS caller preference forms, or other material provided by 
the DDTP when those forms or materials are requested from the 
DDTP in bulk by the CRS vendor. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Outreach by the DDTP 

The DDTP reserves the right to conduct public education and 
outreach of CRS, including but not limited to information about the 
services provided by the various CRS vendors.  The information 
provided to the public by the DDTP shall be neutral in that it shall 
be factual and shall not otherwise favor one vendor over another.  
Nevertheless, such information may include results of periodic 
quality measurement (See RFP Section 10.4), summary of consumer 
complaints (without individual consumer information), results of 
examinations, audits and performance monitoring, and assessment of 
liquidated damages (See RFP Section 11), vendor generated reports 
to the DDTP, DDTP and CCS Providers’ toll-free numbers and IP 
addresses for public access to CRS, and other information specific to 
a vendor’s CRS service offerings and performance. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.41. Reporting Requirements 

Unless notified otherwise by the DDTP Contract Manager, CCS providers 
shall provide reports of the CCS provider’s CRS activities to the DDTP 
Contract Manager with a copy provided to the DDTP’s assigned NMS 
provider.  The DDTP may request that data presented in the CCS reports 
contain any of the CCS provider’s measurable CRS activities and services, in 
detail and/or summary format, in tabular and/or graphic presentation.  
Reported data shall pertain only to the CCS’s CRS activities.  Reports 
requested shall be for CRS activities of one calendar month unless requested 
otherwise.  Reports shall be provided as one set in paper copy plus one set on 
CD-ROM no later than the 14th calendar day following the month of service 
or on the next DDTP working day if the 14th falls on a weekend or holiday.  
All reports provided shall become the property of the DDTP, e.g., not 
copyrighted by the provider, and shall become public record.  In addition to 
periodic, ad hoc or other reports as requested by the DDTP Contract 
Manager, the CCS vendors shall provide the following reports shown below, 
which in almost all instances shall be presented in both tabular and graphic 
format.  The DDTP may modify the required report formats at any time.  
When the requested report is other than those shown below (except when 
investigating unusual circumstances such as complete or partial loss of 
service) the DDTP Contract Manager shall give the CCS vendors at least 
thirty days notice before the date the report is due when requesting a report 
that does not involve new or changed input of data by CAs, and thirty days 
notice from when the start of new or changed CA input is required, unless the 
CCS provider agrees to a lessor time on a per-request basis.  CCS providers 
shall, upon the request of the DDTP, provide the DDTP with professional 
interpretation, analysis and explanation of any reports provided.  Within two 
months of award, the CCS provider shall meet with the DDTP Contract 
Manager to determine types of data available for reporting purposes and to 
set up any regular monthly reports that may be in addition to those shown 
below. 

Reference to “CRS” in the VRS or WCR reporting requirements herein shall 
be defined as video relay calls or web chat relay calls that the CCS Provider 
has identified or qualified as originating in California in order to satisfy the 
FCC’s reporting and NECA reimbursement requirements, or those which 
eventually shall be reimbursed by the DDTP as part of the California Relay 
Service. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 

(1.) Traffic Reports 

All minutes shown in any traffic report shall be shown to the second, 
as in 4 minutes, 44 seconds (or 4:44), or to the hundredth decimal 
place of a minute, as in 4.73 minutes.  Reporting in minutes and 
seconds is preferable to minutes and decimals.  Bidders shall indicate 
in their bid response to this section if their 
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systems report in by minute and second, or by minutes and decimals.  
Conversation minutes are the duration of only the relayed portion of 
a completed CRS call.  Conversation minutes are defined in RFP 
Section 7.2.  Session minutes are the total time that a relay agent is 
involved with a CRS call, inbound and outbound, including call setup 
and wrap-up time.  Session minutes are a measure of agent call 
activity, not a measure of call duration. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(a.) Monthly Call Volumes by Jurisdiction 

Monthly number of CRS calls by the following jurisdiction, 
shown as number completed, number uncompleted (inbound 
calls with no completed outbound call, e.g., busy, no answer), 
and total.  Sequential relay calls placed on behalf of a single 
inbound call shall be counted as the number of separate 
outbound calls.  All references to mileage shall be between the 
location of serving central offices of the inbound caller’s number 
and the outbound called number. 

Monthly Call Volumes by Jurisdiction reports for either VRS or 
WCR CRS calls shall not be required until payment for VRS or 
WCR is made to the CCS Provider directly by the DDTP per 
RFP Sections 6.3.27.(4.) and 6.3.28.(2.) 

1.) Local relay calls: intrastate CRS calls that are 40 miles or 
less regardless if the call crosses an instate LATA 
boundary. 

2.) Toll relay calls: intrastate CRS calls that are greater than 
40 miles and are within the same LATA. 

3.) InterLATA calls: non-local, intrastate CRS calls between 
different LATAs. 

4.) Interstate calls: CRS calls between different states of the 
United States, including the District of Columbia. 
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5.) International calls: CRS calls between the United States 
and another country. 

6.) Toll-free calls: CRS calls to toll-free numbers, e.g., 800 
numbers. 

7.) 900 number calls: CRS calls to 900-type NPA service 
numbers. 

8.) Directory assistance calls: CRS calls to directory assistance, 
including directory assistance provided by the CCS vendor. 
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9.) Non-CCS operator services calls: To the extent that 
information is available, report the number of CRS calls 
where the outbound call is placed by operator services not 
affiliated with the CCS provider, such as by a LEC, CLEC 
or wireless carrier. 

10.) No location calls: To the extent that information is 
available, report the number of CRS calls where the 
location, e.g., as determined by NPA/NXX, of either the 
caller or the called party remained unknown, as possibly in 
an Internet call, and which is neither a toll-free call, a 900 
number call, a directory assistance call nor a non-CCS 
operator services call.  (Internet calls where the Internet 
party’s location was determined shall not be included in 
this category, and instead shall be included in one of the 
above categories.) 

11.) Monthly totals: Total completed and uncompleted CRS 
calls, lines 1 through 10, above. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 
(b.) Monthly Call Volumes by Inbound Dialed Number or URL 

Monthly number of inbound CRS calls and number of inbound 
session minutes of use, by the inbound number dialed, e.g., 800 
number, and by inbound URL accessed, with the purpose of the 
inbound number or URL indicated, such as “800-NXX-XXX – 
STS” or “800-NXX-XXX – 711” or “www.callrelay.com – Web 
Chat.”  Include all dialed numbers and addresses used by callers 
to access the CCS provider’s CRS services.  For each of the above 
also show the volumes as a percentage of the total number of 
inbound calls and as a percentage of the total number of 
inbound session minutes.  Also indicate the monthly total 
number of CRS inbound calls and total minutes of monthly 
inbound session minutes. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
(c.) Monthly Call Volumes by Outbound Carrier 

Monthly call volumes of completed CRS outbound calls by 
carrier.  Display by carrier name, sorted by greatest number of 
completed 
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outbound calls carried.  Show call volumes per carrier by 
number and as a percentage of the total number of completed 
outbound calls. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(d.) Monthly Disallowed Carrier-of-Choice Report 

Report all instances where a caller’s outbound carrier of choice 
request was not allowed.  List by name of carrier, showing the 
number of outbound call requests denied to that carrier, sorted 
by frequency.  Note that live user requests to a CA override 
profile carrier of choice information on a per-call basis. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(e.) Monthly Volumes of Completed Calls by Type of Call 

Number of completed CRS calls during the month, by type of 
call, in all languages offered, reported separately as inbound and 
outbound, indicating monthly totals, daily totals, and hourly 
totals.  Sequential calls shall be reported as a single inbound 
and multiple outbound, e.g., a single inbound TTY call 
associated with three outbound voice calls shall be reported as 
one inbound TTY call and three outbound Voice calls.  
Conference calls (calls involving two or more outbound calls 
simultaneously connected to the inbound caller, including VRS 
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multipoint calls) shall be counted as a single call.  Two-line calls, 
such as 2LVCO, shall be counted as a single call.  The number of 
inbound and outbound calls per type shall also be shown as a 
percentage of the total number of inbound calls and as a 
percentage of the total number of outbound calls, respectively.  
All totals shall be reported separately for each of the following 
call types: 
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1.) TTY: all CRS calls using any form of TTY, including 
Baudot, Tubocode®, HCO, VCO, 2LVCO, etcetera, with the 
exception of TTY’s transmitting in ASCII. 

2.) Voice: all voice-only calls using both speech and hearing, 
separately showing voice carried over the public switched 
telephone network and voice carried over the Internet 
(VoIP), except for STS calls. 

3.) ASCII: all CRS calls transmitting in ASCII regardless of 
speed, including TTYs communicating in ASCII. 

4.) STS: all CRS calls using Speech-to-Speech services. 
5.) VRS: all CRS calls using Video Relay Services. 
6.) WCR: all CRS calls using Web Chat Relay service. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(f.) Monthly Volumes of Completed VCO Calls 

Monthly volumes of all completed Voice-Carry-Over (VCO) CRS 
calls by type of call, in all languages offered, reported as inbound 
and outbound.  Where VCO is used only on either the inbound or 
outbound portion of the completed relay call, only the VCO 
portion of the relay call shall be reported.  In other words, this 
report shall only show VCO calls.  Conference calls involving 
VCO shall only be counted as a single call.  2LVCO calls shall be 
counted as a single call.  The number of inbound and outbound 
VCO calls per type shall also be shown as a percentage of the 
total number of inbound VCO calls and as a percentage of the 
total number of outbound VCO calls, respectively.  These totals 
shall also be reported. 

1.) TTY: all CRS VCO calls using a TTY, with the exception of 
VCO TTY’s transmitting in ASCII. 



 
CRS RFP SECTION 6, PAGE 108 8/17/02 

2.) ASCII: all CRS VCO calls transmitting in ASCII regardless 
of speed, including TTYs communicating in ASCII. 

3.) STS: all CRS Speech-to-Speech calls where the STS CA did 
not voice for the speech disabled party, i.e., the STS CA 
stayed on the line incase voicing was necessary, but STS 
voicing was not used. 
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Monthly Volumes of Completed VCO Calls reports for either 
VRS or WCR CRS calls (#s 4 & 5 below) shall not be required 
until payment for the call type is made to the CCS Provider 
directly by the DDTP per RFP Sections 6.3.27.(4.) or 6.3.28.(2.) 

4.) VRS: all CRS calls using Video Relay Services where 
speech and/or other expressions were spoken by the video 
CRS user, whether the audio was established within the 
video channel or established as a separate call. 

5.) WCR: all CRS calls using Web Chat Relay service where 
spoken audio was used by the WCR user, whether the 
audio was established within the WCR channel or 
established as a separate call. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(g.) Monthly Volumes of Completed HCO Calls 

Monthly volumes of all completed Hearing-Carry-Over (HCO) 
CRS calls by type of call, in all languages offered, reported as 
inbound and outbound.  Where HCO is used only on either the 
inbound or outbound portion of the completed relay call, only the 
HCO portion of the relay call shall be reported.  In other words, 
this report shall only show HCO calls.  Conference calls 
involving HCO shall only be counted as a single call.  2LHCO 
calls shall be counted as a single call.  The number of inbound 
and outbound HCO calls per type shall also be shown as a 
percentage of the total number of inbound HCO calls and as a 
percentage of the total number of outbound HCO calls, 
respectively.  These totals shall also be reported. 

1.) TTY: all CRS HCO calls using a TTY, with the exception of 
HCO TTY’s transmitting in ASCII. 

2.) ASCII: all CRS HCO calls transmitting in ASCII regardless 
of speed, including TTYs communicating in ASCII. 
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3.) STS: all CRS Speech-to-Speech calls where the STS CA 
relayed in voice to the to the speech disabled party, i.e., did 
not type or use ASL (this should be the majority of STS 
calls.) 

Monthly Volumes of Completed HCO Calls reports for either 
VRS or WCR CRS calls (#s 4 & 5 below) shall not be required 
until payment for the call type is made to the CCS Provider 
directly by the DDTP per RFP Sections 6.3.27.(4.) or 6.3.28.(2.) 

4.) VRS: all CRS calls using Video Relay Services where 
hearing of audio was used by the video user, whether the 
audio was established within the video channel or 
established as a separate call. 

5.) WCR: all CRS calls using Web Chat Relay service where 
hearing of audio was used by the WCR user, whether the 
audio was established within the WCR channel or 
established as a separate call. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(h.) Monthly Volumes of Completed Spanish Calls 

Monthly number of completed CRS calls in Spanish by type of 
call reported as inbound and outbound.  Sequential calls shall be 
reported as a single inbound and multiple outbound, e.g., a 
single inbound Spanish TTY call associated with three outbound 
Spanish voice calls shall be reported as one inbound Spanish 
TTY call and three outbound Spanish Voice calls.  Conference 
calls shall be counted as a single call.  Two-line calls, such as 
2LVCO, shall be counted as a single call.  The number of 
inbound and outbound Spanish calls per type shall also be 
shown as a percentage of the total number of inbound Spanish 
calls and as a percentage of the total number of outbound 
Spanish calls, respectively.  These totals shall also be reported. 
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1.) TTY: all CRS Spanish calls using any form of TTY, 
including Baudot, Tubocode®, HCO, VCO, 2LVCO, 
etcetera, with the exception of TTY’s transmitting in 
ASCII. 

2.) Voice: all Spanish voice-only calls using both speech and 
hearing, including Voice-over-IP (VoIP), except STS calls. 

3.) ASCII: all CRS Spanish calls transmitting in ASCII 
regardless of speed, including TTYs communicating in 
ASCII. 

4.) STS: all CRS Spanish calls using Speech-to-Speech 
services. 

Monthly Volumes of Completed Spanish Calls reports for either 
VRS or WCR CRS calls (#s 5 & 6 below) shall not be required 
until payment for the call type is made to the CCS Provider 
directly by the DDTP per RFP Sections 6.3.27.(4.) or 6.3.28.(2.) 

5.) VRS: all CRS Spanish calls using Video Relay Service. 

6.) WCR: all CRS Spanish calls using Web Chat Relay service. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(i.) Monthly Speech-to-Speech Call Detail 

Report the number of completed CRS calls that use STS services 
by day of the month and reported daily in one hour increments.  
A single STS call between two STS users (inbound STS and 
outbound STS) shall be counted as one call.  A completed CRS 
call with either the inbound caller or the outbound called party 
requiring STS shall be counted as a single STS call. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(j.) Monthly Video Relay Call Detail 

Report the number of completed CRS calls that use VRS by day 
of the month and reported daily in one hour increments.  A 
completed CRS call with either the inbound caller or the 
outbound called party using VRS shall be counted as a single 
VRS call.  Report the number of VRS calls per month that are 
transported over ISDN, the number transported over the 
Internet, and the number transported by other means. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(k.) Monthly Web Chat Relay Call Detail 

Report the number of completed CRS calls that use WCR by day 
of the month and reported daily in one hour increments.  A 
completed WCR call with either the inbound caller or the 
outbound called party using WCR shall be counted as a single 
WCR call. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(l.) Monthly Volume of Emergency Calls 

Report the total number of completed CRS calls placed to Public 
Safety Answering Points (PSAPs) per RFP Section 6.3.23. 
during the month, and by day of the month indicating the 
subtotal number of emergency calls relayed by the CA and the 
subtotal number directly transferred to the PSAP. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(m.) Monthly Average Length of Calls 

Report the average length of the month’s sum-total of all 
completed CRS calls in session minutes and conversation 
minutes.  Report the average length of completed relay calls 
during the month by each type of inbound call where the 
inbound portion of the relay call was TTY, Voice, ASCII, STS, 
VRS, and WCR, using call type definitions of RFP Section 
6.3.41.(1.)(e.) above. 



 
CRS RFP SECTION 6, PAGE 114 ADDENDUM 8, 7/5/02 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 

(n.) Monthly Call Volumes by Site 

Total monthly number of calls handled, reported for each 
location where CRS calls are answered, indicating the following: 

1.) Total daily inbound calls 
2.) Total daily outbound calls 
3.) Total monthly inbound calls 
4.) Total monthly outbound calls 
5.) Summary sheet, showing total monthly inbound and 

outbound calls handled at each location reported as the 
number of calls and as a percentage of the CCS provider’s 
overall total monthly CRS call volume. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(o.) Daily Average Speed of Answer 

Separately report the average speed of answer (ASA) for all CRS 
calls delivered to each CCS provider location where CRS calls 
are answered, and for all CCS CRS sites combined, for each day 
of the calendar month, and for each four hour increment of the 
day, by each type of inbound call where the inbound portion of 
the relay call was TTY, Voice, ASCII, STS, VRS, and WCR, 
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using call type definitions of RFP Section 6.3.41.(1.)(e.) above. 
Also report ASA for all CCS CRS calls combined, for each 
calendar day.  Totals shall not be averages of subtotals.  Only 
report ASA of CRS calls.  Refer to RFP Sections 6.3.9. and 
6.3.10. for a definition of ASA. 

Daily Average Speed of Answer reports for either VRS or WCR 
CRS calls shall not be required until payment for the call type is 
made to the CCS Provider directly by the DDTP per RFP 
Sections 6.3.27.(4.) or 6.3.28.(2.) 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 

(1.) Daily Average Speed of Answer, VRS and WCR, (desirable) 

It is desirable (not mandatory) that the reporting of Daily 
Average Speed of Answer for VRS and WCR as defined 
above in Section 6.4.41.(o.) shall be provided during the 
time that the FCC has authorized payment for all FCC 
compliant VRS and WCR, and during which the DDTP is 
not paying for any portion of these calls. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(p.) Daily Average Blockage Rate 

Separately report the average blockage rate for all CRS calls 
delivered to each CCS provider location where CRS calls are 
answered, and for all CCS CRS sites combined, for each day of 
the calendar month, and for each four hour increment of the day, 
by each type of inbound call where the inbound portion of the 
relay call was TTY, Voice, ASCII, STS, VRS, and WCR, using 
call type definitions of RFP Section 6.3.41.(1.)(e.) above.  Also 
report average daily blockage rate for all CCS CRS calls 
combined, for each calendar day.  Totals shall not be averages of 
subtotals.  Only report blockage rates of CRS calls.  Blockage 
rates shall be reported showing the number of calls offered, the 
number of calls rejected (blocked), and the percent blocked.  
Refer to RFP Sections 6.3.11. for a definition of blockage rate. 

Daily Average Blockage Rate reports for either VRS or WCR 
CRS calls shall not be required until payment for the call type is 
made to the CCS Provider directly by the DDTP per RFP 
Sections 6.3.27.(4.) or 6.3.28.(2.) 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(1.) Daily Average Blockage Rate, VRS and WCR, (desirable) 

It is desirable (not mandatory) that the reporting of Daily 
Average Blockage Rate for VRS and WCR as defined above 
in Section 6.4.41.(p.) shall be provided during the time that 
the FCC has authorized NECA payment for all FCC 
compliant VRS and WCR, and during which the DDTP is 
not paying for any portion of these calls. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(q.) Wait Time and Abandoned Call Report 

For each CCS CRS location and for all CCS CRS locations 
combined, report the following service statistics: 

1. Average daily number of calls received. 
2.) Average daily volume of calls abandoned shown as a 

number and as a percentage of the average daily number of 
calls received. 

3.) Average daily volume of calls handled shown as a number 
and as a percentage of the average daily number of calls 
received. 

4.) Average daily length of time in queue in five second 
increments for the first 60 seconds, in 30 second increments 
for the next 240 seconds, and the number in queue beyond 
300 seconds, shown as the number of calls in queue and as 
a percentage of the average daily number of calls handled. 

5.) Average daily length of time calls are abandoned while in 
queue in five second increments for the first 60 seconds, in 
30 second increments for the next 240 seconds, and the 
number in queue beyond 300 seconds, shown as the number 
of calls abandoned and as a percentage of the average daily 
number of calls handled. 
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Wait Time and Abandoned Call Report for either VRS or WCR 
CRS calls shall not be required until payment for the call type is 
made to the CCS Provider directly by the DDTP per RFP 
Sections 6.3.27.(4.) or 6.3.28.(2.) 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(r.) Inbound Call Volumes by NPA 

For all CRS calls, and for each of the call types listed in RFP 
Section 6.3.41.(e.), report the monthly volume of CRS inbound 
calls by originating NPA sorted by descending order of frequency 
shown as number of inbound calls and by percentage of the total 
number of calls. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(s.) Inbound Call Volumes by V & H Coordinates 

For all CRS calls, and for each of the call types listed in RFP 
Section 6.3.41.(e.), report the monthly number of inbound CRS 
calls by V & H coordinates of the inbound caller’s NPA/NXX, 
sorted by descending order of frequency per V & H coordinate.  
This report need only be provided on CD-ROM.  The purpose of 
this information is to facilitate geographic display of call 
volumes by type of inbound call using off-the-shelf GIS software. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(2.) Complaint Reports 

CCS providers shall submit monthly summary reports to the 
program indicating major topic areas of complaints and number of 
complaints received in each area.  The monthly summary reports 
shall at a minimum also include a detailed report clearly stating the 
CCS provider’s complaint tracking number, the date of the 
complaint, the type of complaint, an explanation of the complaint, 
date of resolution, and an explanation of the resolution.  The 
explanation of the complaint and the explanation of the resolution 
shall be provided in sufficient detail to clearly express the full nature 
of the complaint and its resolution.  Unresolved complaints shall also 
be reported monthly, together with the previous data and the status 
of the complaint resolution.  In addition to the detailed reports, 
summary reports shall also include numbers of complaints received 
by the provider in the specific areas of low call volume, static on the 
line, and echoing on the line. 

CCS providers shall also simultaneously provide a copy of all of its 
complaint reports, filings, comments, or other correspondence with 
the FCC that involve CRS to the DDTP Contract Manager. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Reports on Implementation Progress 

CCS providers shall provide the DDTP and its agents with regular 
Implementation Progress Reports.  These progress reports shall be 
provided at least monthly from the date of contract award for twelve 
months unless requested longer or more frequently by the DDTP.  
The specific progress report due dates and the acceptable format for 
the reports will be determined by the DDTP in order to facilitate 
incorporating the CCS implementation status and concerns into the 
overall project management effort. 
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At a minimum, these reports will describe the current status of the 
CCS implementation, changes in status since the previous report, a 
summary of the CCS provider’s communications with the other 
DDTP CRS providers participating in this project, issues of concern 
and their relative urgency, and the CCS provider’s project timeline 
incorporating dependencies, milestones and deadlines. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) Reports on Service Issues 

CCS providers shall report to the DDTP and to the NMS provider all 
events that impact the CCS provider’s ability to provide their 
required CCS CRS services.  The nature and severity of these events 
will determine the degree of detail required and the DDTP’s urgency 
in receiving such reports. 

At a minimum, events which trigger a trouble ticket must be 
reported in a summary report indicating the time the trouble ticket 
was opened, the nature of the problem, the time the DDTP’s 
authorized agent was notified of the problem, the time the issue was 
resolved, and the time the ticket was authorized to be closed by a 
DDTP agent.  If a problem becomes repetitive or chronic, or at the 
DDTP’s request, additional information may be required including 
the actions taken and the management personnel attributed as 
having responsibility for the restoration of service. 

During the first twelve months from the date of contract award, 
summary reports shall be provided monthly.  Thereafter, unless 
requested more frequently by the DDTP, the service summary 
reports shall be provided quarterly.  These service summary reports 
shall identify, for each service link and site supported, the CCS 
provider’s trouble management performance which shall include: 
repeating service impacting issues, the number of trouble tickets 
opened, total outage times, and the average outage times. 

Trouble and time-to-repair reporting are not required for events that 
do not effect CRS services unless their nature or frequency threaten 
to impact future CRS traffic. 

All detected attempts to breach the security of the CCS provider’s 
CRS network control mechanisms must be reported to the DDTP 
immediately. 
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Any significant scheduled systems or network upgrades or disaster 
recovery testing must be communicated to the DDTP and its agents 
at least ten (10) days prior to the event. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) Evaluation Reports 

The DDTP reserves the right to establish an evaluation of CRS 
services or to require reports of service evaluations performed by 
providers.  The DDTP also reserves the right to audit CRS providers, 
per the terms and conditions of the contract agreement with the 
DDTP, to assess compliance with any and all contract requirements.  
The DDTP may request input directly from the CAs through the use 
of periodic surveys or through direct communication as the DDTP 
deems necessary. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(6.) Customer Preference Database Reports 

CCS providers shall submit monthly summary reports to the DDTP 
indicating the number of customer records in their CRS customer 
preference database, and shall also indicate the number of field 
entries for each minimum required field listed in RFP Section 
6.3.19.(2.)(a.).  The data shall be supplied in an electronic format to 
allow the DDTP to sort data.  No customer names, phone numbers, 
addresses, passwords, or any other data that might serve to identify 
a specific customer or customer’s called party or a customer’s calls or 
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calling patterns shall be provided to the DDTP.  The CCS provider 
shall consult with the DDTP to determine the appropriate fields and 
format for the report. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(7.) Fraud Report 

CCS providers shall report at least monthly on instances of suspected 
fraudulent use or attempted fraudulent use of CRS.  The scope, 
content and format of the report will be mutually agreed upon by the 
DDTP and CCS provider after award.  Information for the report 
shall be derived at a minimum from data collected by the CCS 
provider as a result of RFP Section 6.3.32.(27.), and is expected to be 
segregated by the mode of the inbound relay caller. 

In addition, CCS providers shall promptly notify the DDTP of 
suspected fraudulent use of CRS whenever the CCS provider notices 
a spike or unusually high incidence of potential or suspected 
fraudulent or disallowed calls. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.42. Invoicing the DDTP 

The following information shall be reported monthly by each CCS CRS 
provider as supporting documentation with the provider’s invoice.  This 
information and its associated invoice shall be for CRS activities of one 
calendar month unless requested otherwise by the DDTP.  This information 
and invoice shall be submitted to the DDTP Contract Manager with a copy 
provided to the DDTP’s assigned NMS provider no later than the 14th 
calendar day following the month of service or on the next DDTP working day 
if the 14th falls on a weekend or holiday.  The required information shall 
become public record.  This information must be reconcilable data taken from 
a switch report or other similar auditable mechanized source.  The DDTP 
may modify or ask and receive clarification of the invoice information and/or 
format described in Section 6.3.42.(1.) at any time.  At the discretion of the 
DDTP, payment of an invoice may be delayed without penalty to the DDTP 
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when the invoice is not supported by the reports required in Section 
6.3.41.(1.).
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(1.) Invoice Summary Details 

For all types of CRS calls combined, except those CRS calls involving 
Video Relay and Web Chat Relay for which compensation shall be 
solicited from NECA, provide the following summary information: 

1. Total Monthly Minutes of Service - reported as session time as 
defined in RFP Section 6.3.41.(1.) 

2. Total Monthly Minutes of Service - reported as conversation 
time as defined in RFP Section 7.2. 

3. Total Monthly Interstate Minutes of Service - reported as 
conversation time. 

4. Total Monthly International Minutes of Service - reported as 
conversation time. 

5. Total Monthly Non-billable Toll-Free and 900 Number Minutes 
of Service - reported as conversation time. 

6. Subtotal of lines 3, 4 and 5. 
7. Total Monthly Billable Minutes of Service - reported as 

conversation time (line 2 minus line 6.) 
8. Price per Minute 
9. Total Monthly Compensation for all services except VRS and 

Web Chat Relay - (line 7 times line 8) 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.3.43. Records Maintenance  

All providers shall maintain a complete file of all records, documents, 
communications, and other materials that pertain to the operation of the 
service or the delivery of services under this Agreement.  Such files shall be 
sufficient to properly reflect all direct and indirect costs for which contract 
payment(s) is made.  These records shall be maintained 
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according to generally accepted accounting principles and shall be easily 
separable from other provider records. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.3.44. Project Management and Coordination 

(1.) Coordination with NMS and NS Vendors  

In order to deploy and maintain a fully realized CRS, a coordinated 
effort by all selected providers will be required.  Upon award of the 
selected NMS and NS providers, the CCS vendor will need to actively 
plan and coordinate implementation with the NMS and NS 
providers. 

CCS bidders shall identify in their Final Proposal a CRS 
Implementation Team which shall include identification of 
individuals (by name) with demonstrated leadership experience with 
the implementation of Cisco ICM-like systems.  An identified NMS 
Project Manager will be expected to work closely and cooperatively 
with the DDTP and with the NS and NMS providers, coordinating 
the efforts of the CCS team as they refine any design issues and 
implementation details.  Within ten days of award the CCS Provider 
will be required to confirm the Implementation Team members with 
at least equivalent skills and experience to those of the individuals 
proposed in the bidder’s Final Proposal. 

If the CCS Provider elects to use a carrier other than the NS Provider 
for the transport of its dedicated toll-free services, the CCS Provider 
shall assume primary responsibility for the coordination of that 
carrier’s provision of all required integration and services. 

Where appropriate, the CCS provider will assign local personnel to 
act as liaisons with the DDTP, NMS provider, and NS provider. 

Either the provider’s Project Manager or its assigned local liaison 
will be required to participate in frequent CRS project 
implementation and coordination meetings.  At the DDTP’s option 



 
CRS RFP SECTION 6, PAGE 117 ADDENDUM 9, 9/24/02 

these meetings, as well as continuing service report meetings, may be 
in Oakland or Sacramento California.  When deemed appropriate by 
the DDTP and with adequate notice, other mandatory 
implementation, coordination or service issue meetings may be held a 
the facilities of any of the CRS service providers selected under this 
RFP. 

Procedures will be established to inform the DDTP Contract 
Manager and all providers of any anticipated future changes that 
may impact the relay services.  These changes shall include but shall 
not necessarily be limited to system 
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upgrades of hardware and software, scheduled systems maintenance, 
and periodic testing of disaster recovery redundancies and 
procedures. 

The DDTP may authorize the NMS and NS providers to act as 
limited agents in communicating with the CCS provider on issues 
impacting operations and service. 

An agent will not be authorized, in any circumstance, to relieve the 
CCS provider from the requirements or conditions as specified in this 
RFP and resulting contract, without specific written approval by the 
DDTP. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Coordination with DDTP 

The awarded CCS vendor is expected to work closely and 
cooperatively with the DDTP, keeping them appraised of design and 
implementation details, options, decisions, project status and 
problems as they occur.  Formal reports shall be submitted in 
writing, not less often than once every two weeks. 

Before the implementation of the CCS component, CCS provider 
shall assign an on-going Account Manger.  The Account Manager will 
become familiar with the DDTP account and applications, and be 
available to the DDTP in Oakland, California should network related 
issues or future opportunities arise. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) Acceptance Testing 

The awarded CCS vendor’s solution shall be subject to acceptance 
testing by the DDTP prior to taking live CRS calls, as described in 
RFP Section 10.  The percentage of traffic allocation may change as a 
result of the acceptance testing of the CCS vendors.  Project 
management and coordination efforts and cooperation will be an 
evaluated part of the acceptance testing. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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6.4. NETWORK MANAGEMENT SERVICES REQUIREMENTS 

CRS Network Management Services described in RFP Section 4 and as specified 
herein shall be offered to the DDTP for implementation in either of two phases.  
Phase 1 and phase 2 shall be separately priced as detailed in RFP Section 7.3.  See 
RFP Section 9.4. for proposal evaluation of Network Management Services. 

Phase 1 services are primarily in support of the public’s use of CRS, and to a much 
lesser extent are supportive of the DDTP’s administrative management of CRS.  
The overall phase 1 offering is Mandatory (see RFP Section 6.1.1.) unless specific 
subsections are marked as either “Mandatory-Optional” or as “Desirable” (see RFP 
Sections 6.1.2. and 6.1.3.)  Phase 1 shall be implemented for full operation in 
accordance with the key action dates specified in RFP Section 1.7. 

Phase 2 services are primarily in support of the DDTP’s administrative 
responsibilities of CRS, and to a much lesser extent are supportive of additional 
public interaction with CRS (particularly concerning the public’s continued 
interaction with VRS and WCR.)  The FCC has recently authorized payment to any 
qualified TRS provider for federally compliant VRS and IP-based relay from the 
FCC’s Interstate TRS Fund administered by the National Exchange Carriers’ 
Association (NECA) regardless of the destination called.  As a result, the RFP’s 
intent to enable the DDTP to assume these costs, and the practicality of restricting 
or managing the CCS Providers engaging in these forms of relay, may be unlikely 
within the first 24-36 months of the CRS contract term.  Therefore, NMS bidders 
are asked to describe their ability to provide the VRS and IP related management 
services, but not to include their implementation or pricing at this time.  The overall 
Phase 2 offering is Mandatory-Optional (see RFP Section 6.1.2.)  All subsections of 
phase 2 are mandatory elements of phase 2, that is, they must be included within 
the bidder’s phase 2 offering.  If phase 2 is awarded, the DDTP may elect to initiate 
implementation of phase 2 either before or after phase 1 implementation is 
complete, as specified in RFP Section 6.4.2.(5.)(a.). 

6.4.1. NMS Phase 1 Requirements 

(1.) Solution Capabilities 

(a.) Compatibility with NS Vendor’s Platform and Other Carriers 

To ensure compatibility between the NMS and NS platforms, 
the proposed NMS system must have full functional capabilities 
to receive routing requests and direct the CRS traffic carried by 
the DDTP’s Network Services provider, as well as other 
established carriers selected by the individual CCS Providers 
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and approved by the DDTP.  At a minimum the NMS provider 
must be able to provide such routing of a toll-free U.S. carrier 
network selected by the DDTP from the following list: AT&T, 
MCI, Sprint and Qwest.  The NMS cost for connectivity and 
integration to any carrier other than the NS Provider shall be 
the responsibility CCS Providers requesting the use of 
alternative carriers and shall be contracted directly with the 
CCS Provider. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 

 

(b.) Respond within Carrier Tolerances 

Upon receipt of a call routing request from the NS carrier, the 
proposed NMS solution must be engineered to provide a routing 
response within 250 milliseconds.  The routing instructions will 
be based on DDTP pre-approved routing scripts that take into 
account a multitude of factors including CRS user 711 data and 
routing formulas provided by the DDTP for unassigned traffic. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 



 
CRS RFP SECTION 6, PAGE 122 ADDENDUM 8, 7/5/02 

(c.) Compatibility with CCS Vendors’ Switching Systems 

To ensure compatibility between the NMS and CCS platforms to 
the degree required for phase 1 and eventually for phase 2, the 
proposed NMS system must be fully functional with multiple 
switching systems, e.g., PBXs, ACDs, Automated Response 
Units (ARUs), etc., from established industry-standard 
manufacturers.  At a minimum the NMS provider must be fully 
functional with switching systems manufactured by Alcatel, 
Aspect, Ericsson, Lucent, Nortel (central office based and PBX 
based), Rockwell, and Siemens.  Note that full integration with 
the CCS switching systems shall be accomplished as a 
component of the NMS implementation Phase 2.  The NMS 
bidder shall provide proof of compatibility with the above 
systems in response to this requirement.  NMS bidders shall 
also provide information on additional compatibility with other 
switching systems that the bidder’s platform may be compatible 
with. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(d.) Monitor Websites and route web calls  (desirable) 

It is desirable (as part of phase 1) that the proposed NMS 
system be configured to monitor the DDTP CRS website, and to 
direct Internet CRS traffic from the DDTP’s website to CCS 
vendor sites based on DDTP pre-approved routing scripts that 
take into account a multitude of factors. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(e.) Disaster Occurrence Alternative Routing 

Under circumstances where a disaster impacts the services of or 
to a CCS vendor site, the NMS must, upon authorization from 
the DDTP, be able to automatically redirect traffic based on 
DDTP pre-approved routing scripts or based upon specific DDTP 
instructions responsive to the situation. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(f.) Develop, Host and Maintain the DDTP’s Website 

The NMS provider shall modify the DDTP’s website as 
authorized by the DDTP, and shall effect further changes as 
requested by the DDTP.  The NMS shall be responsible for the 
design, development, maintenance, hosting and support of the 
website.  The effort shall include an initial new design and 
development phase, which shall conclude in a fully functioning 
site with expanded content and formats.  During this phase the 
NMS provider shall work closely with the DDTP assigned web 
development staff and representatives.  Minor interim changes 
to the DDTP’s website may be required prior to the final design.  
The final website design resulting from this phase shall require 
formal acceptance by the DDTP.  After this phase, the NMS 
provider will provide additional follow-on design, development, 
maintenance, hosting and support services as described herein. 

(1.) Design 

In order for the site to be accessible to the maximum 
diversity of users, information shall be presented in 
English, Spanish and ASL, in a variety of formats including 
text, streaming audio, streaming video, and streaming 
graphics.  Text and presentations shall be clear and jargon-
free.  Functionality shall be intuitive and user-friendly.  
Interactive functionality need not include receipt of ASL 
from the user.  The design shall be pleasing with a common 
look or theme throughout.  Pages and content shall load 
with minimal delay. 

Design shall include analysis and mitigation of security 
issues including but not limited to site content, user data, 
and user access.  All layout, text, sound, graphics, video 
and interactive functions shall be approved by the DDTP 
prior to acceptance of any development or change.  The 
DDTP’s website shall continuously meet or exceed the 
World Wide Web Consortium’s “Web Content Accessibility 
Guidelines 1.0” or more recent version, to a conformance 
level of Double-A or better.  For more information, refer to 
the World Wide Web Consortium (W3C) at www.w3.org and 
view the most recent Guidelines at 
www.w3.org/TR/WCAG10. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(2.) Content 

CRS specific and other program news and information that 
the DDTP may wish to make available to the public 
including, but not necessarily be limited to: 

• information about accessing and using CRS; 
• different CRS services (Voice, TTY, VCO, ASCII, VRS, 

WCR, STS, Spanish, etc.); 
• traffic reports; 
• CRS vendor performance; 
• news, announcements and public meetings; 
• outreach and education; 
• quality measurement; 
• consumer feedback; 
• consumer complaints; 
• 711, relay provider choices, and customer call setup and 

handling preferences; 
• TRS terminology; 
• information about the DDTP and its various programs 

and  equipment; 
• information about CRS related technologies, e.g., VRS 

requirements at the user’s desktop, etc. 
• links related to CRS and TRS; 
• commonly asked questions; 
• other areas related to CRS and DDTP services. 

The NMS’s web development and maintenance shall 
include interactive pages, which may include but shall not 
necessarily be limited to: 

• allowing CRS users to establish, confirm, change or 
delete their 711 data; which shall include a user 
verification element; 

• allowing CRS users to establish, confirm, change or 
delete their customer preferences for all modes of relay 
and for those preferences to be transferred to the user’s 
relay vendor(s) of choice; which shall include a user 
verification element, 

• allowing CRS users to submit a suggestion, question, 
complaint, or complement regarding CRS or services 
provided by a CRS vendor. 
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• allowing CRS users to participate in surveys regarding 
any aspect of CRS services, education or outreach. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3) Maintenance 

The NMS provider shall continuously maintain the design 
of the DDTP’s website, and shall maintain the information 
posted on the site, updating the design and information on 
a regular and frequent basis at the request of the DDTP to 
ensure that the information and accessibility is current 
with the DDTP’s needs. 

The NMS provider may use the following parameters to 
estimate the time and services required for the initial 
development and continued maintenance of the DDTP’s 
CRS website: 

• The design of the DDTP’s current website may be used 
as a baseline, and it may be assumed that the new site 
will begin with 100% more individual pages and may 
eventually grow to four times the current design. 

• The DDTP’s website shall also have “Breaking News” 
pages that would allow the DDTP to inform users.  The 
information may be updated or deleted by the DDTP 
approximately once a week.  It is estimated that there 
shall be 10 pages of text required, and that after a 
period of time this information shall be removed (at the 
DDTP’s direction and approval) by the NMS webmaster. 

• Expanded Equipment Information shall include links to 
user guides at manufacturer websites (estimated at 50 
pages of text).  Information on discontinued models of 
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equipment previously distributed by the DDTP will be 
archived for access by users via the search option. 

• The new site will initially have 20 streaming video 
sessions logically organized and linked for easy access 
for viewing from either the host site and/or for 
downloading by users for their long-term reference.  
Each of the sessions shall be approximately 3 minutes of 
video.   Based on the success of streaming video, the site 
may eventually archive and support up to 60 sessions. 
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• All video production shall be the responsibility of DDTP.   
Final versions of video segments shall be provided by 
the DDTP to the NMS provider. 

• The DDTP shall require approximately 8 hours of 
assistance in updating its website content per month.  
These hours shall be quoted in the NMS proposal and 
billed as used.  Unused hours shall be carried over from 
month to month.  Update requests shall be implemented 
within two business days. 

• After final acceptance of the initial major DDTP web 
design, coordination and development, the DDTP shall 
annually require approximately 200 hours of design, 
coordination and development work to support 
continuing website design modifications.  As with the 
monthly service projections, the annual hours shall be 
quoted in the NMS proposal and billed as used.  
Changes to the website’s design shall be via work orders 
issued by the DDTP and shall be implemented at 
mutually agreeable timeframes. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) Hosting and Support 

Hosting shall include all necessary disk space and 
bandwidth to meet DDTP requirements and consumer 
traffic loads (scalable), backup and reliability service levels 
with up time in excess of 99.9 percent.  Knowledgeable 
technical hosting support including state-of-the-art network 
security and consultative expertise shall be available to the 
DDTP 8:30AM to 5:00 PM Pacific Time Monday through 
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Friday except State holidays with emergency on-call 
support available 24x7.  Technical support shall be 
available via phone, TTY and email. 

The NMS provider shall gather and report monthly to the 
DDTP on information entered by consumers, but shall not 
report customer specific information (customer names, 
addresses, phone numbers, etc) unless specifically 
authorized to do so by the consumer. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) Additional Information 

In addition to responding to the specific requirements 
stated above, NMS bidders shall demonstrate their 
qualifications to meet these requirements by describing 
their web design, hosting, maintenance and support 
capabilities and by referencing websites (URLs) it has 
developed, maintained, hosted and supported.  Bidders 
shall list appropriate website client contact names and 
phone numbers for DDTP contact. 

Bidders shall list their costs for this DDTP website 
development, hosting and maintenance service as a 
separately priced item, as described in RFP Section 7.3.  A 
service level agreement, exclusive of additional costs 
beyond those bid in response to fulfilling the requirements 
of this section 6.4.1.(1.)(f.) et al., shall be negotiated 
between the DDTP and the NMS vendor.  The service level 
agreement shall be compliant with State of California 
standard terms and conditions (available at 
www.pd.dgs.ca.gov/modellang/ModelContracts.htm), shall 
become a codicil to, and shall not change or nullify any of, 
the pre-approved provisions of the contract between the 
NMS bidder and the DDTP (e.g, Section 11 Exhibit 11C, 
NMS Agreement.) 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Components of the Network Management Services  

While the systems described herein are modeled after the Cisco ICM 
platform, it is not the intention of the DDTP or this RFP to restrict bidders 
from offering another product, should the alternative satisfy the 
requirements and specifications as stated.  The Cisco ICM example requires 
several hardware components as offered below.  If an equivalent non-Cisco 
solution (e.g., Genesys) is offered, bidders shall describe the components or 
features to be deployed to meet the stated requirement. 

(a.) Network Interface Controller (NIC) 

The NIC communicates with the SS7 Public Services Network 
(PSN) carrier, to receive requests and return call-by-call routing 
instructions to the NS carrier. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) Call Router Platform (CRP) 

The CRP (Cisco’s Call Router Platform) receives the routing 
requests, accesses the user profiles from the database server, 
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confirms current traffic at the CCS provider’s switching systems, 
processes the requests via DDTP defined and user profile call 
routing scripts, and directs the calls within the network via 
route request responses. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(c.) CCS Site Located Equipment 

To the degree required to meet phase 1 functionality, the NMS 
shall employ equipment as necessary at the CRS CCS provider 
sites with the exception of that necessary to provide desktop 
access to the NMS 711 database to CCS personnel.  The NMS 
bidder shall identify such equipment, its environmental support 
requirements (e.g. power, footprint, clearances, etc.), and its 
interface requirements with the CRS CCS provider. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(d.) Central Controller Database (CCDB) Server 

All of the real-time, historical performance and call-data 
accumulated from the network and individual switching systems 
and web servers by the ICM software shall be retained in a 
relational database on the CCDB server.  This information will 
be accessed via NMS-provided management and reporting tools, 
as well as other third-party tools utilizing SQL or ODBC, to 
deliver to the CRS activity reports. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(e.) Miscellaneous Components 

In order to support the requirements of this RFP, all support 
hardware necessary for use in the NMS provider’s facilities, 
whether specified herein or not and including but not 
necessarily limited to reporting platforms, application software, 
network modems, administrative workstations, and printers 
shall be provided by the NMS vendor. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(f.) Manufacturer Design Compliance 

NMS bidders shall warrant that the principal manufacturer of 
their proposed system (e.g., Cisco) has reviewed their proposed 
NMS design and that it satisfies the manufacturer’s 
recommended network design and systems requirements.  Any 
deviations from the manufacturer’s recommended network 
design and systems requirements shall be explained. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(3.) Service Reliability 

The proposed NMS architecture for the network interface controller, 
call router platform and central controller database server (RFP 
items 6.4.1.(2.)(a.), (b.) and (d.), above) shall be designed with full 
redundancy. 

Prudent systems design including appropriate redundancy and back-
up procedures will be significant considerations in the selection of the 
NMS provider. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

In addition, providers’ systems must be designed to meet the 
following reliability specifications: 

(a.) Uninterruptible Power 

The uninterruptible power system must support the NMS 
system(s) and its components, platform room environmentals, 
consoles/terminals, and associated emergency lighting. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) NMS Platform 

The NMS platform and its components shall at a minimum 
include redundant CPUs on "hot stand by" to ensure that no 
calls are dropped due to processor failure, a full Maintenance 
and Administrative Terminal with keyboard, screen and printer 
capabilities, on-line system monitoring, real time programming 
capabilities which will not take the system off line, the ability to 
perform preventative maintenance without taking the system off 
line, and an inventory of spare critical components which are 
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maintained on site to ensure the required levels of service are 
met. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(c.) Trouble Indicators 

Automatic trouble indicators shall be provided if a system or 
major component fails within the NMS system, or serving 
network data link. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(d.) Disaster Recovery Plan 

The awarded NMS provider shall submit to the DDTP a 
complete disaster recovery plan for dealing with all types of 
natural and man-made problems within 30 days of award for 
review and approval by the DDTP.  The plan shall also detail 
the level of escalation that will be employed to deal with the 
problem and to restore service.  A primary requirement is to 
notify the DDTP Contract Manager and Executive Director if a 
major problem occurs.  A major problem is a service outage 
which results in the inability to respond to NS provider route 
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requests, an inability to monitor a CCS provider to the degree 
required for the phase implemented, or an inability for CCS 
vendors to access and update the 711 database as stipulated 
elsewhere. 

NMS bidders shall submit a summary of their anticipated 
disaster recovery plan with their proposal.  The DDTP may ask 
bidders for additional detail if deemed necessary. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(e.) Security 

The NMS system must be designed and maintained to be secure 
from unauthorized access.  The bidder shall describe how it will 
secure the 
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NMS system from unauthorized access and malicious actions 
from both outside the NMS physical environment and from 
within. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(f.) Hours of Operation 

The NMS Provider must provide network call routing, CCS 
monitoring to the degree required for the phase implemented, 
and 711 database services at all times, 24 hours a day for every 
day during the term of the agreement. 

The NMS vendor must have maintenance and service personnel 
available at all times to guarantee prompt diagnostic and repair 
services. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(4.) Proposed Integration Plans 

(a.) Cisco ICM based solutions 

To the extent that the NMS bidder proposing a Cisco ICM based 
solution has not already described how its proposed solution will 
function in the relay environment as envisioned in this RFP, the 
bidder shall provide the DDTP with a complete and detailed 
description applicable to meeting all Phase 1 requirements 
including the system’s ability to function as described in this 
RFP while integrated to more than one carrier network. 
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Note: This requirement need only be responded to by NMS bidder’s 
proposing a Cisco solution. 
Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) Non Cisco ICM based solutions 

(1.) NMS bidders offering a non-Cisco ICM solution must 
explain how their proposed architecture, hardware and 
software will satisfy the NMS functional requirements as 
stated in this RFP in a manner that will fully support the 
relay environment as envisioned in this RFP applicable to 
meeting all Phase 1 requirements.  This solution must also 
support a multi-carrier (including the system’s ability to 
function as described in this RFP while integrated to more 
than one carrier network) and multi-switching system 
vendor environment of open-systems products.  
Furthermore, they must be deployed on industry-standard 
platforms, in a client/server scaleable fashion, utilizing 
standard Windows API’s, and be compatible with other 
business productivity tools common to the management of 
contact centers. 

(2.) NMS bidders proposing non-Cisco solutions shall list all 
carriers and switching systems (ACDs, PBXs, ARUs, etc.) 
that can be supported by their proposed solution, including 
make, model and software release of the switching system, 
together with any explanatory information pertinent to 
specific makes and models.  Any planned compatibility of 
future networks or switching systems must also be 
identified including the anticipated implementation date. 

(3.) The Cisco IMS platform has Computer Telephony 
Integration (CTI) capability to enable the availability of 
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customer 711 information by the CCS providers upon query 
for data maintenance purposes.  If an alternative solution is 
proposed, the CTI equivalent component must be fully 
explained. 

(4.) The Cisco IMS platform has Internet integration (Web 
integration) capability to enable the routing and monitoring 
of Internet calls to the CCSs to the extent required in Phase 
1.  If an alternative solution is proposed, the Internet 
component must be fully explained. 
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Note: This requirement need only be responded to by NMS bidder’s 
proposing a solution that is other than Cisco. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) 711 Routing Database 

(a.) Routing Database Capability 

Working with the cooperation and under the direction of the 
DDTP, the awarded NMS vendor shall develop and provide a 
711 routing database of CRS users’ individual choice of relay 
CCS provider associated with the user’s telephone number (or 
password for Internet based calls) and relay modality.  The NMS 
bidder shall provide a detailed proposal of the hardware and 
software they are proposing to deploy for the 711 database, and 
their experience and qualifications in developing and providing 
similar PSTN and Internet based call routing databases. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(b.) Database Fields 

The 711 database shall consist of the following multiple fields.  
The DDTP may from time to time require the NMS vendor to 
provide additional fields if deemed necessary by the DDTP. 

 User’s primary telephone number including area code. 
 User’s CRS CCS vendor of choice. 
 Preferred mode of relay communication (TTY, HCO, VCO, 

2LVCO, Voice, STS, ASCII, ASCII/2LVCO, VRS, WebChat, 
etc.) 

 User’s first and last names. 
 User password – 4 to 8 characters (only if required by the 

DDTP for direct user access of the customer’s preferences via 
the Internet). 

 Language (English or Spanish). 

Note that only the first field (telephone number) and either the 
second (choice of relay provider) or the third field (mode of relay) 
need be entered in order for the record to be considered valid. 

In addition, the following fields shall be provided for data record 
administration. 

If the data was entered by a CCS Provider or by another 
authorized agent (e.g., by a DDTP Outreach Specialist on 
behalf of the user): 

 CCS Provider (company) or other agent (organization) 
who entered the data. 

 Operator # or other identifier of the person who entered 
the data. 

 Date and time of the entry. 
 Certification (yes/no) that the entry was made with the 

authorization of the user. 

If the data was entered directly by a CRS user or immediate 
family member via the DDTP website: 

 Name of the person who entered the data. 
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 Date and time of the entry. 
 Password of the person who entered the data. 
 Password reminder 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(c.) Initial Database Data 

The DDTP does not currently possess a database of CRS users.  
The DDTP’s current providers (MCI/WorldCom and Sprint) each 
maintain their own caller profile database.  The old CRS 
vendors (MCI/Worldcom and Sprint) shall release their caller 
profile data in electronically usable form (tab or comma 
delimited) as required in RFP Section 10.6.1.  The awarded 
NMS provider shall then use the applicable portions of this data 
to initially populate the CRS 711 databases.  However, this data 
will not be used in reference to the 711 database field for choice 
of CRS CCS relay provider. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(d.) Restricted use of the 711 Data 

It shall be the NMS provider’s responsibility to ensure that the 
CRS 711 database and data shall be solely employed to: 

1) provide routing instructions to the Network Services 
Provider for all calls carried by the Network Service 
Provider’s network according to the registered information in 
the database; 

2) provide routing instructions to the DDTP’s website for 
Internet-based CRS calls, according to the registered 
information in the database; 

3) facilitate or permit customers to establish, confirm or make 
changes to their data via the DDTP’s website or via the CCS 
provider, including problem resolution of database 
information; 

4) provide summary reporting information to the DDTP (i.e., 
not reporting information on any individual user); 

5) provide a user’s 711 data to the DDTP, the CPUC or the FCC 
when written authorization by the consumer to release the 
consumer’s data is presented in order to aid the DDTP, 
CPUC or FCC respond to or investigate a complaint lodged 
by the consumer; or 

6) provide a user’s 711 information to new CRS relay providers 
when transferring caller profile/preference data from 
outgoing to incoming providers, or between providers, as 
stipulated by the DDTP in response to CPUC or FCC orders. 

Other types of usage of the 711 database and data shall not be 
permitted, including but not limited to direct marketing. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(e.) Response to NS Queries 

The Network Services provider’s route request shall trigger a 
query of the 711 database using the caller’s ANI for individual 
call-by-call routing instructions.  Should a caller’s ANI not find a 
match in the 711 database, the NMS system will direct the call 
based on DDTP approved routing script. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(f.) Access to the 711 Database 

The NMS shall create a duplicate 711 database for purpose of 
data entry, data confirmation, and data updates.  The CCS 
providers and specifically authorized agents of the DDTP such 
as DDTP Field Advisors shall be able to electronically access 
this duplicate 711 database to confirm or ascertain the status of 
a CCS provider’s CRS customer’s 711 data, or to enter, change 
or delete a customer’s 711 data.  Likewise, CRS users shall be 
given access to only to their own data via the DDTP’s website, 
which shall contain a verification component.  The NMS 
provider shall only permit access to the data when the request 
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includes a certification that the access is at the request of the 
CRS user associated with the data record.  Such access activities 
shall only be for one time per request and only to access the CRS 
user’s specific record, unless the CCS provider is granted other 
specific and limited access by the DDTP for problem resolution 
or other specifically defined tasks.  The NMS vendor may only 
access the data records for resolution of technical problems or for 
technical maintenance. 

The NMS provider shall work with the CCS providers to 
establish procedures for timely resolution of required data 
format, input errors, and other data problems.  The NMS 
provider shall take the lead in determining and developing the 
required data structure and procedural standards.  All security 
protocols and procedural protocols for the access, entering, 
changing or deleting of 711 information shall be subject to the 
approval of the DDTP.  If the NMS and CCS providers cannot 
agree on specific standards, procedures and protocols, or 
changes thereto, the DDTP reserves the right to order the 
providers to comply such standards, procedures and protocols as 
deemed necessary by the DDTP, and the providers shall do so.  
Such procedures shall be implemented prior to CCS providers 
accepting live relay calls, and shall require the approval of the 
DDTP project manager.  The NMS provider shall continue to 
cooperate and work with the CCS providers and the DDTP in 
adding to or modifying the procedures after in-service/ cutover, 
as necessary. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(g.) Additions and Modifications to 711 Data 

Users shall be able to establish and/or change their 711 
information either directly via the DDTP’s Internet website or 
via any form of contact with the CRS CCS vendors (e.g., U.S. 
mail, email, TTY call, voice call, STS call, VRS call, Web Chat 
call, etc.)  Changes entered via the Internet shall require user 
password validation by the NMS provider.  The NMS vendor 
shall only be required to accept requests to establish new 
profiles or make modifications to existing profiles that are 
received in electronic format via protocols specified by the NMS 
provider and approved by the DDTP.  The 711 production 
database shall be updated from the 711 duplicate database 
within four (4) hours of receipt of a valid electronic record from 
an authorized source. 

If a request to establish a new 711 record or a request to change 
or delete an existing 711 record is not possible due to an error in 
the request, the NMS provider shall send the requestor a 
notification that the request was invalid resulting in a failure to 
establish or update the record and the nature of the errors or 
deficiencies.  Such notification shall be sent no later than 1:00 
PM Pacific Time zone on the next calendar day, and shall be 
sent in the same mode as the request was made in.  That is, if 
the user made the request via the Internet, the NMS provider 
will notify the user via email.  If the designated mode of 
notification is not available (such as when a user makes a 
request via the DDTP’s website but does not provide a return 
email address) then the NMS provider will attempt to notify the 
requestor via other means such as the U.S. mail or a phone call 
if such information has been provided.  If the request was made 
electronically by a CCS vendor on behalf of the use, or was made 
through a CCS vendor’s website, then the CCS vendor shall be 
notified electronically and it shall be the responsibility of the 
CCS vendor to correct the problem. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(h.) Reporting of Change Requests 

All requests to establish, change or delete 711 records shall be 
tracked by the NMS provider.  By the 14th day of each month, 
the NMS provider shall deliver summary reports to the DDTP 
Contract Manager in order to monitor possible abuse, including 
by not limited to slamming.  At a minimum such reports shall 
indicate the number of change requests from each CCS vendor 
that direct traffic to that vendor.  In addition, the NMS provider 
shall continuously monitor all requests for signs of slamming or 
other abuse and shall promptly notify the DDTP Contract 
Manager of any suspicious activities.  

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(i.) 711 Data Entry Forms 

At the request of the DDTP, the NMS provider shall work with 
the DDTP to create or modify 711 data entry forms for use by 
CRS users and CCS vendors for purposes of establishing or 
changing a CRS user’s 711 data.  Such forms shall be created in 
both paper and electronic media.  The NMS provider shall not be 
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responsible for either the printing or distribution of the 711 
forms. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(j.) 711 Data Confidentiality 

The contents of 711 database are of the highest sensitivity and 
confidentiality.  The most stringent practices must be followed 
to ensure that this information is only made available and used 
for the purposes listed in paragraph 6.4.1.(5.)(d) above.  NMS 
bidders shall describe what security measures they will take to 
ensure the confidentiality of CRS users’ 711 data. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(k.) Ownership of 711 Data 

The data contained in each 711 database record shall be the sole 
property of the CRS user for whom the data is registered.  
Neither the NMS provider, the CCS providers, the DDTP, nor 
any other entity shall have any ownership rights to the data.  
The NMS provider shall not maintain any CRS user’s 711 
information beyond the active registration of the data as 
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authorized by the user.  That is, when a CRS user requests that 
the data, or any portion of it, shall be deleted or overwritten, 
that deleted or overwritten information shall not be retained by 
the NMS provider.  Maintenance, use and transfer of the data 
for CRS purposes shall be granted to the NMS provider only 
while it is providing CRS NMS services under contract to the 
DDTP, only for the purposes listed in RFP Section 6.4.1.(5.)(d.), 
and only under the conditions pursuant to RFP Section 
6.4.1.(5.)(k.) above.  The NMS provider shall neither offer, 
facilitate, acknowledge, nor accept any change in ownership of 
the data. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(l.) Storage of 711 Data 

For the purposes of disaster recovery backup, the NMS provider 
shall forward a secure, current copy of their CRS 711 database 
to an independent, off-site, third party at least weekly.  The 
independent third party shall have no financial or 
organizational relationship to the NMS vendor other than as a 
provider of secure database storage paid for by the NMS vendor.  
The database shall only be made available to the DDTP under 
conditions stipulated within the DDTP-NMS contract (see RFP 
Exhibit 11C, paragraph 21.)  The NMS vendor shall ensure that 
its contractual relationship with the third party requires the 
third party to provide for: 

 DDTP access only under the stipulated conditions; 
 secure receipt, storage and transport; 
 verifiable access controls; 
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 notification to the DDTP within 24 hours whenever the 
stored database is accessed (when, by whom, etc); 

 confidentiality of data; 
 release of the data (or portions thereof) pursuant to an order 

by the CPUC, the FCC, or a court of competent jurisdiction, 
with written notification to the DDTP and to the CCS vendor 
within 24 hours of the release, and if possible prior to the 
release; 

 destruction of non-current versions of the data; 
 management and maintenance of records documenting the 

handling of the data; 
 notification to the DDTP whenever the database copies are 

not received on a timely basis; and, 
 notification to the DDTP in the event of NMS vendor or third 

party vendor default of its ability or authority to carry out 
the required backup services. 

Bidders shall describe their arrangements for meeting the above 
requirements. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(6.) NMS Network Data Connectivity 

(a.) Network Services Provider Connectivity 

At the direction of the DDTP, the awarded NMS vendor, acting 
as an authorized agent for the DDTP, shall place in service the 
required data connection(s) between the NMS provider site and 
the DDTP’s awarded Network Services provider to ensure 
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routing request and response functionality.  The circuit provider 
shall bill the DDTP directly for the required circuit(s). 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) CCS Vendor Connectivity 

At the direction of the DDTP, the awarded NMS vendor, acting 
as an authorized agent for the DDTP, shall place in service 
required data connections (dedicated circuits, dial-up services, or 
other types of circuits 
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or services) between the NMS provider and the CCS Providers’ 
CRS sites to enable electronic reporting of ACD or other 
switching activities to be incorporated by the NMS into Phase 1 
interim summary reports.  Within four weeks of award, the 
selected NMS Provider shall provide to the DDTP Project 
Manager a recommendation of the alternative methods of 
providing such connectivity. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(c.) DDTP Connectivity 

At the direction of the DDTP, the awarded NMS vendor, acting 
as an authorized agent for the DDTP, shall place in service the 
required data connection(s) (e.g., dedicated or virtual circuits, 
dial-up services or Internet accessed services, etc.) to provide the 
DDTP with the ability to generate NMS created traffic, status 
and database reports on an on-demand or historic basis.  The 
circuit provider shall bill the DDTP directly for any required 
circuit(s). Within four weeks of award, the selected NMS 
Provider shall provide to the DDTP Project Manager a report on 
the alternative reporting methods and the associated 
alternatives for connectivity. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(d.) Alternative Carrier Connectivity 

At the direction and approval of the DDTP, the awarded NMS 
vendor shall place in service the required data connection(s) 
between the NMS provider site and the awarded CCS providers’ 
selected and approved alternative carrier(s) to ensure routing 
request and response functionality.  In event of such a request 
from a CCS Provider, the NMS Provider shall bill the CCS 
Providers directly for any required equipment, integration or 
circuit(s). 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(7.) NMS Phase 1 Reporting 

(a.) Determination of Reporting Capabilities 

The NMS provider shall work with the CCS providers, the NS 
provider and the DDTP to determine what reporting data can be 
delivered to the NMS provider electronically from NS, any 
DDTP approved additional carrier, and CCS provider switching 
systems, and in what usable format, during the first phase.  
Within eight weeks of award, the selected NMS Provider shall 
provide to the DDTP Project Manager a report on the types and 
formats of data that can be available from the CCS and NS 
vendors, any issues associated with obtaining and using the 
data, and recommendations of report types available to the 
DDTP from the potentially available data. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) Delivery and Format of Reports 

To the limited extent that data is provided by each of the CCS 
sites during Phase 1 of the implementation, the DDTP may 
request that data presented in the NMS generated reports 
contain any of the NS, any DDTP approved additional carrier, 
and CCS providers’ reported CRS activities and services, in 
detail and/or summary format, in tabular and/or graphic 
presentation.  The exact form of the reports to be provided will 
be identified and developed in a collaborative effort between the 
NMS 
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provider and the DDTP and will in almost all instances include 
both tabular and graphic presentation.  Reports requested shall 
be for CRS activities of one calendar month unless requested 
otherwise by the DDTP.  Reports shall be provided as one set in 
paper copy plus one set on CD-ROM.  Unless herein stipulated 
otherwise, all reports shall be due no later than the 14th 
calendar day following the month of service or on the next DDTP 
working day if the 14th falls on a weekend or holiday.  All reports 
provided shall become the property of the DDTP, e.g., shall not 
be copyrighted by the provider, and shall become public record.  
In addition to periodic, ad hoc or other reports as requested by 
the DDTP Contract Manager, the NMS vendor shall provide the 
reports shown below.  When the requested report is other than 
those shown below (except when investigating unusual 
circumstances such as complete or partial loss of service) the 
DDTP Contract Manager shall give the NMS vendors at least 
thirty days notice before the date the report is due, unless the 
NMS provider agrees to a lesser time on a per-request basis.  
The NMS provider shall provide the DDTP with professional 
interpretation, analysis and explanation of the reports provided 
to the DDTP. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(c.) CCS and NS Based Reports 

To the limited extent that data is provided by each of the CCS 
sites during Phase 1 of the implementation, the NMS provider is 
expected to deliver the following types of reports: 

(1.) NS Traffic Reports 
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The NMS shall electronically monitor CRS traffic carried 
by the NS provider as well as any DDTP approved 
additional carriers of CRS traffic, and report to the DDTP 
all items covered in RFP Section 6.2.4.(2.) by the NS 
provider and the other carriers.  The report shall be 
delivered to the DDTP by the 14th calendar day following 
the monitored month of service or on the next DDTP work 
day if the 14th falls on a weekend or holiday. 
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The NMS provider shall also report all discrepancies 
between the submitted NS vendor and other carrier traffic 
reports and the traffic reports as measured directly by the 
NMS provider, after attempting to reconcile discrepancies 
with the NS provider.  The discrepancy report shall be 
delivered to the DDTP by the 7th calendar day of the 
second month following the monitored month of service or 
on the next DDTP work day if the 7th falls on a weekend or 
holiday. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) CCS Traffic Reports 

The NMS provider shall electronically monitor traffic at all 
CCS ACDs and report to the DDTP.  During Phase 1, these 
reports may be considered abbreviated, based on the 
limited information available electronically from each CCS 
Provider’s ACD’s.  Within six weeks of award, the NMS 
provider shall meet with the DDTP Project Manager to 
discuss the NMS providers findings regarding the types of 
data available for reporting purposes in Phase 1 and to set 
up any regular monthly reports that may be in addition to 
those shown below.  These CCS Traffic Reports shall be 
delivered to the DDTP by the 14th calendar day following 
the monitored month of service or on the next DDTP work 
day if the 14th falls on a weekend or holiday. 

The NMS provider shall also report all discrepancies 
between the submitted CCS vendor traffic reports and the 
traffic reports as may be measured directly or computed by 
the NMS provider, after attempting to reconcile 
discrepancies with the CCS provider.  This discrepancy 
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report shall be delivered to the DDTP by the 7th calendar 
day of the second month following the monitored month of 
service or on the next DDTP work day if the 7th falls on a 
weekend or holiday. 

As directed by the DDTP, the NMS may also be 
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required to periodically post performance statistics on 
either the DDTP website or that of the NMS Provider. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(d.) 711 Database Activity Report 

The NMS provider shall deliver reports identifying all types of 
CRS 711 database activities, including number of records by 
relay modality.  Reports shall be generated without releasing 
customer names, addressees, phone numbers or passwords. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(e.) Reports on Implementation Progress 

The NMS provider shall provide the DDTP and its agents with 
regular Implementation Progress Reports.  These progress 
reports shall be provided at least monthly from the date of date 
of contract award for twelve months unless requested longer or 
more frequently by the DDTP.  The specific progress report due 
dates and the acceptable format for the reports will be 
determined by the DDTP in order to facilitate incorporating the 
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NMS implementation status and concerns into the overall 
project management effort. 

At a minimum, these reports will describe the current status of 
the NMS implementation, changes in status since the previous 
report, a summary of the NMS provider’s communications with 
the other DDTP CRS providers participating in this project, 
issues of concern and their relative urgency, and the NMS 
provider’s project timeline incorporating dependencies, 
milestones and deadlines. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(f.) Reports on Service Issues 

The NMS provider shall report to the DDTP and to its assigned 
agents all events that impact the CCS provider’s ability to 
provide their required CCS CRS services.  The nature and 
severity of these events will determine the degree of detail 
required and the DDTP’s urgency in receiving such reports. 

At a minimum, events which trigger a trouble ticket must be 
reported in a summary report indicating the time the trouble 
ticket was opened, the nature of the problem, the time the 
DDTP’s authorized agent was notified of the problem, the time 
the issue was resolved, and the time the ticket was authorized to 
be closed by a DDTP agent.  If a problem becomes repetitive or 
chronic, or at the DDTP’s request, additional information may 
be required including the actions taken and the management 
personnel attributed as having responsibility for the restoration 
of service. 
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Unless requested more frequently by the DDTP, the service 
summary reports shall be provided monthly from the date of 
award.  These service summary reports shall identify the NMS 
provider’s trouble management performance which shall 
include: repeating service impacting issues, the number of 
trouble tickets opened, total outage times, and the average 
outage times. 

Trouble and time-to-repair reporting are not required for events 
that do not effect CRS services unless their nature or frequency 
threaten to impact future CRS traffic. 

All detected attempts to breach the security of the NMS 
provider’s CRS network control mechanisms must be reported to 
the DDTP immediately. 

Any significant scheduled systems or network upgrades or 
disaster recovery testing must be communicated to the DDTP 
and its agents at least ten (10) days prior to the event. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(g) Evaluation Reports 

The DDTP reserves the right to establish an evaluation of CRS 
services or to require reports of service evaluations performed by 
providers.  The DDTP also reserves the right to audit CRS 
providers, at DDTP expense, to assess compliance with any and 
all contract requirements.  The DDTP may request input 
directly from the CCS and NS providers as the DDTP deems 
necessary. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(h.) Fraud Reports 

The NMS provider shall report at least monthly on instances of 
suspected fraudulent use or attempted fraudulent use of CRS.  
The scope, content and format of the report will be mutually 
agreed upon by the DDTP and the NMS provider after award.  
Information for the report shall be derived at a minimum from 
data provided by the CCS provider as a result of RFP Section 
6.3.32.(27.), and is expected to be segregated by the mode of the 
inbound relay caller. 



 
CRS RFP SECTION 6, PAGE 144A ADDENDUM 9 9/24/02 

In addition, the NMS provider, to the extent that information is 
available to it, shall promptly notify the DDTP of suspected 
fraudulent use of CRS whenever the NMS provider notices a 
spike or unusually high incidence of potential or suspected 
fraudulent or disallowed calls. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

 (8.) Bidder Experience and Capability, Phase 1 

(a.) Bidders of Cisco based solutions 

NMS bidders offering a Cisco ICM based solution must provide a 
comprehensive list of those carrier networks, database systems, 
switching systems, web environments, and video applications 
with which they have had direct integration experience.  The 
DDTP may request additional information as deemed necessary. 

Note: This requirement need only be responded to by NMS bidder’s 
proposing a Cisco solution. 
Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

 



 
CRS RFP SECTION 6, PAGE 146 ADDENDUM 9, 9/24/02 

(b.) Bidders of non-Cisco based solutions 

NMS bidders offering a non-Cisco ICM based solution must 
provide a comprehensive list of those carrier networks, database 
systems, switching systems, web environments, and video 
applications with which they have had direct integration 
experience.  The DDTP may request additional information as 
deemed necessary. 

Note: This requirement need only be responded to by NMS bidder’s 
proposing a solution that is other than Cisco. 
Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(9.) Project Management and Coordination, Phase 1 

(a.) Coordination with NS and CCS Vendors 

In order to deploy and maintain a fully realized CRS, a 
coordinated effort by all selected providers will be required.  
Upon identification of the selected NS and CCS providers, the 
NS network carrier and the CCS systems and sites, as well as 
those of any DDTP approved additional carrier, will need to be 
incorporated into the NMS system design and the 
implementation planning individually for each of the two NMS 
phases.  The NMS provider is expected to work closely and 
cooperatively with the NS and CCS providers and the DDTP 
Project Manager to work out design and implementation details, 
options and decisions.  Upon award, the NMS shall begin to 
work with the CCS Providers and the DDTP’s Project Manager 
to establish the limited Phase 1 connectivity and reporting 
options.  As soon as practical, the DDTP shall consider any CCS 
Provider request to use an alternative carrier for its dedicated 
traffic and engage the NMS in the process of contracting and 
implementing any carrier approved for service. 

NMS bidders shall identify in their Final Proposal a CRS 
Implementation Team which shall include identification of 
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individuals (by name) with demonstrated leadership experience 
with the implementation of Cisco ICM-like systems.  An 
identified NMS Project Manager will be expected to work closely 
and cooperatively with the DDTP and with the NS and CCS 
providers, coordinating the efforts of the NMS team as they 
refine any design issues and implementation details.  Within ten 
days of award the NMS Provider will be required to confirm the 
Implementation Team members with at least equivalent skills 
and experience to those of the individuals proposed in the 
bidder’s Final Proposal. 
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Either the provider’s Project Manager will be required to 
participate in frequent CRS project implementation and 
coordination meetings.  At the DDTP’s option these meetings, as 
well as continuing service report meetings, may be in Oakland 
or Sacramento California.  When deemed appropriate by the 
DDTP and with adequate notice, other mandatory 
implementation, coordination or service issue meetings may be 
held a the facilities of any of the CRS service providers selected 
under this RFP. 

Procedures will be established to inform the DDTP Contract 
Manager and all providers of any anticipated future changes 
that may impact the relay services.  These changes shall include 
but shall not necessarily be limited to system upgrades of 
hardware and software, scheduled systems maintenance, and 
periodic testing of disaster recovery redundancies and 
procedures. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) Coordination with DDTP 

The awarded NMS vendor is expected to work closely and 
cooperatively with the DDTP, keeping them appraised of design 
and implementation details, options, decisions, project status 
and problems as they occur.  Formal reports shall be submitted 
in writing not less than every two weeks. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

6.4.2. NMS Phase 2 Requirements  (Mandatory -Optional) 

All sub-requirements within the overall mandatory-optional RFP Section 
6.4.2. are mandatory unless specifically indicated otherwise. 

Implementation of a Phase 2 proposal shall not cause the NMS provider to 
replace or substantially change its Phase 1 hardware, software, architecture 
or solution, but shall be 
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an extension of its Phase 1 solution.  In addition, RFP Section 6.4.1.(3.) et al 
shall continue to apply to the bidder’s Phase 2 solutions. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(1.) NMS Network Data Connectivity 

(a.) CCS Vendor Connectivity 

At the direction of the DDTP, the awarded NMS vendor, acting 
as an authorized agent for the DDTP, shall place in service 
required data connections between the NMS provider site and 
up to two each of the DDTP’s awarded Call Center Service 
providers’ sites to ensure functional monitoring of CRS CCS 
provider’s ACD/LAN, and to deliver CRS user 711 information.  
The circuit provider shall bill the DDTP directly for connectivity 
for up to two sites per CRS CCS vendor.  Each CCS provider 
shall arrange for and pay for any required connectivity between 
the NMS provider and the CCS provider for each CRS CCS 
provider site beyond two. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(b.) DDTP Connectivity 

If the DDTP connectivity between the DDTP and the NMS as 
provided in Phase 1 is not adequate to satisfy the requirements 
in Phase 2 and at the direction of the DDTP, the awarded NMS 
vendor, acting as an authorized agent for the DDTP, shall place 
in service any additional required data connection(s), to provide 
the DDTP with real time NMS off-site monitoring of NS, CCS 
and NMS conditions, and to provide the DDTP with the ability 
to generate NMS created traffic, status and database 



 
CRS RFP SECTION 6, PAGE 152 ADDENDUM 6, 5/10/02 

reports on a real-time, on-demand or historic basis.  The circuit 
provider shall bill the DDTP directly for the required circuit(s). 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(2.) Proposed Integration Plans for Phase 2 

(a.) Cisco ICM based solutions 

(1.) To the extent that the NMS bidder proposing a Cisco ICM 
based solution has not already described how its proposed 
solution will function in the relay environment as 
envisioned in this RFP, the bidder shall provide the DDTP 
with a complete and detailed description. 

(2.) Response to this requirement shall include use of the Cisco 
ICM Peripheral Gateway (PG) which facilitates 
communications as an intermediary between the CRP and 
the individual CCS switching systems for current CCS 
provider status by constantly polling conditions such as 
agent status, estimated ASA, and calls in queue. 

(3.) NMS bidders shall warrant that the principal 
manufacturer of their proposed Phase 2 system (e.g., 
Cisco) has reviewed their proposed NMS design and that it 
satisfies the manufacturer’s recommended network design 
and systems requirements.  Any deviations from the 
manufacturer’s recommended network design and systems 
requirements shall be explained. 
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Note: This requirement need only be responded to by NMS bidder’s 
proposing a Cisco solution. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(b.) Non Cisco ICM based solutions 

(1.) NMS bidders offering a non-Cisco ICM solution must 
explain how their proposed architecture, hardware and 
software will satisfy the NMS functional requirements as 
stated in this RFP in a manner that will fully support the 
relay environment as envisioned in this RFP.  This 
solution must also support a multi-carrier and multi-
switching system vendor environment of open-systems 
products.  Furthermore, they must be deployed on 
industry-standard platforms, in a client/server scaleable 
fashion, utilizing standard Windows API’s, and be 
compatible with other business productivity tools common 
to the management of contact centers. 

(2.) NMS bidders proposing non-Cisco solutions shall list all 
carriers and switching systems that can be supported by 
their proposed solution, including make, model and 
software release of the switching systems, together with 
any explanatory information pertinent to specific makes 
and models.  Any planned compatibility of future networks 
or switching systems must also be identified including the 
anticipated implementation date. 

(3.) The Cisco IMS platform has Computer Telephony 
Integration (CTI) capability to enable the delivery of 
database information to the CCSs either upon delivery of 
the call or upon query.  If an alternative solution is 
proposed, the CTI component must be fully explained. 

(4.) The Cisco IMS platform has Internet integration (Web 
integration) capability to enable the routing and 
monitoring of Internet calls to the CCSs.  If an alternative 
solution is proposed, the Internet component must be fully 
explained for a possible future implementation. 

(5.) NMS bidders shall identify the principal manufacturer of 
their proposed Phase 2 system (e.g., equivalent to Cisco) 
and shall warrant the manufacturer has reviewed their 
proposed NMS design and that it satisfies the 
manufacturer’s recommended network design and systems 
requirements.  Any deviations from the manufacturer’s 
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recommended network design and systems requirements 
shall be explained. 

Note: This requirement need only be responded to by NMS bidder’s 
proposing a solution that is other than Cisco. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(3.) NMS Phase 2 Reporting 

The DDTP may request that data presented in the NMS generated 
reports contain any of the NMS provider’s measurable CRS activities 
and services, in detail and/or summary format, in tabular and/or 
graphic presentation.  The exact form of the reports to be provided 
will be identified and developed in a collaborative effort between the 
NMS provider and the DDTP and will in almost all instances include 
both tabular and graphic presentation.  Reports requested shall be 
for CRS activities of one calendar month unless requested otherwise 
by the DDTP.  Reports shall be provided as one set in paper copy plus 
one set on CD-ROM.  Unless herein stipulated otherwise, all reports 
shall be due no later than the 14th calendar day following the month 
of service or on the next DDTP working day if the 14th falls on a 
weekend or holiday.  All reports provided shall become the property 
of the DDTP, e.g., shall not be copyrighted by the provider, and shall 
become public record.  In addition to periodic, ad hoc or other reports 
as requested by the DDTP Contract Manager, the NMS vendor shall 
provide the reports shown below.  When the requested report is other 
than those shown below (except when investigating unusual 
circumstances such as complete or partial loss of service) the DDTP 
Contract Manager shall give the NMS vendors at least thirty days 
notice before the date the report is due, unless the NMS provider 
agrees to a lesser time on a per-request basis.  The NMS provider 
shall provide the DDTP with professional interpretation, analysis 
and explanation of the reports provided to the DDTP.  Within two 
months of award, the NMS provider shall meet with the DDTP 
Contract Manager to determine types of data available for reporting 
purposes and to set up any regular monthly reports that may be in 
addition to those shown below. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(a.) NS Traffic Reports 

The NMS shall electronically monitor CRS traffic carried by the 
NS provider and other DDTP approved carriers of CRS traffic 
monitored by the NMS and report to the DDTP all items covered 
in RFP Section 6.2.4.(2.) by the NS provider and the other 
carriers.  The report shall be delivered to the DDTP by the 14th 
calendar day following the monitored month of service or on the 
next DDTP work day if the 14th falls on a weekend or holiday. 

The NMS provider shall also report all discrepancies between 
the submitted NS vendor and other carrier traffic reports and 
the traffic reports as measured directly by the NMS provider, 
after attempting to reconcile discrepancies with the NS provider.  
The discrepancy report shall be delivered to the DDTP by the 7th 
calendar day of the second month following the monitored 
month of service or on the next DDTP work day if the 7th falls on 
a weekend or holiday. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) CCS Traffic Reports 

The NMS provider shall electronically monitor all CCS sites and 
report to the DDTP all items covered in RFP Section 6.3.41.(1.) 
et seq. by CCS provider and in summary for all CRS traffic 
combined.  In Phase 2, the integrated detailed reports shall be 
one of the basis of the DDTP’s audits of the CCS Provider’s 
billing and performance.  NMS reporting of durations shall be in 
minutes and seconds, which may require converting some CCS 
vendor system’s reports from minutes and decimals.  These 
reports shall be delivered to the DDTP by the 14th calendar day 
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following the monitored month of service or on the next DDTP 
work day if the 14th falls on a weekend or holiday. 

The NMS provider shall also report all discrepancies between 
the submitted CCS vendor traffic reports and the traffic reports 
as measured directly by the NMS provider, after attempting to 
reconcile discrepancies with the CCS provider.  The discrepancy 
report shall be delivered to the DDTP by the 7th calendar day of 
the second month following the monitored month of service or on 
the next DDTP work day if the 7th falls on a weekend or holiday. 

As directed by the DDTP, the NMS may also be required to 
periodically post traffic and performance statistics on either the 
DDTP website or that of the NMS Provider. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(c.) CRS Internet Traffic Reports 

The NMS provider shall electronically monitor status of the 
DDTP CRS website and shall report all CRS Internet traffic 
associated with the site in the form of summary reports 
delivered to the DDTP. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(d.) CRS Database Activity Report 

The NMS provider shall deliver reports identifying all types of 
CRS database activities.  Reports shall be generated without 
releasing customer names, addressees, phone numbers or 
passwords. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(e.) Reports on Implementation Progress 

The NMS provider shall provide the DDTP and its agents with 
regular Implementation Progress Reports on Phase 2, separate 
from those provided for in Phase 1.  These progress reports shall 
be provided at least monthly from the date of date of contract 
award for twelve months unless requested longer or more 
frequently by the DDTP.  The specific progress report due dates 
and the acceptable format for the reports will be determined by 
the DDTP in order to facilitate incorporating the NMS imple-
mentation status and concerns into the overall project 
management effort. 
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At a minimum, these reports will describe the current status of 
the NMS implementation, changes in status since the previous 
report, a summary of the NMS provider’s communications with 
the other DDTP CRS providers participating in this project, 
issues of concern and their relative urgency, and the NMS 
provider’s project timeline incorporating dependencies, 
milestones and deadlines. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 
(f.) Reports on Service Issues 

The NMS provider shall report to the DDTP and to its assigned 
agents all events that impact the CCS provider’s ability to 
provide their required CCS CRS services.  The nature and 
severity of these events will determine the degree of detail 
required and the DDTP’s urgency in receiving such reports. 

At a minimum, events which trigger a trouble ticket must be 
reported in a summary report indicating the time the trouble 
ticket was opened, the nature of the problem, the time the 
DDTP’s authorized agent was notified of the problem, the time 
the issue was resolved, and the time the ticket was authorized to 
be closed by a DDTP agent.  If a problem becomes repetitive or 
chronic, or at the DDTP’s request, additional information may 
be required including the actions taken and the management 
personnel attributed as having responsibility for the restoration 
of service. 

Unless requested more frequently by the DDTP, the service 
summary reports shall be provided monthly from the date of 
award.  These service 
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summary reports shall identify the NMS provider’s trouble 
management performance which shall include: repeating service 
impacting issues, the number of trouble tickets opened, total 
outage times, and the average outage times. 

Trouble and time-to-repair reporting are not required for events 
that do not effect CRS services unless their nature or frequency 
threaten to impact future CRS traffic. 

All detected attempts to breach the security of the NMS 
provider’s CRS network control mechanisms must be reported to 
the DDTP immediately. 

Any significant scheduled systems or network upgrades or 
disaster recovery testing must be communicated to the DDTP 
and its agents at least ten (10) days prior to the event. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(g.) Evaluation Reports 

The DDTP reserves the right to establish an evaluation of CRS 
services or to require reports of service evaluations performed by 
providers.  The DDTP also reserves the right to audit CRS 
providers, at DDTP expense, to assess compliance with any and 
all contract requirements.  The DDTP may request input 
directly from the CCS and NS providers as the DDTP deems 
necessary. 
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Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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(h.) Fraud Reports 

The NMS provider shall report at least monthly on instances of 
suspected fraudulent use or attempted fraudulent use of CRS.  
The scope, content and format of the report will be mutually 
agreed upon by the DDTP and the NMS provider after award.  
Information for the report shall be derived at a minimum from 
data provided by the CCS provider as a result of RFP Section 
6.3.32.(27.), and is expected to be segregated by the mode of the 
inbound relay caller. 

In addition, the NMS provider, to the extent that information is 
available to it, shall promptly notify the DDTP of suspected 
fraudulent use of CRS whenever the NMS provider notices a 
spike or unusually high incidence of potential or suspected 
fraudulent or disallowed calls. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(4.) Bidder Experience and Capability For Phase 2 

(a.) Bidders of Cisco based solutions 

NMS bidders offering a Cisco ICM based solution must provide a 
comprehensive list of those carrier networks, database systems, 
switching systems, web environments, and video applications 
with which they have had direct integration experience.  The 
DDTP may request additional information as deemed necessary.  
Reference to Phase 1 answers if appropriate is acceptable. 

Note: This requirement need only be responded to by NMS bidder’s 
proposing a Cisco solution. 



 
CRS RFP SECTION 6, PAGE 155 ADDENDUM 6, 5/10/02 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(b.) Bidders of non-Cisco based solutions 

NMS bidders offering a non-Cisco ICM based solution must 
provide a comprehensive list of those carrier networks, database 
systems, switching systems, web environments, and video 
applications with which they have had direct integration 
experience.  The DDTP may request additional information as 
deemed necessary.  Reference to Phase 1 answers if appropriate 
is acceptable. 

 

Note: This requirement need only be responded to by NMS bidder’s 
proposing a solution that is other than Cisco. 
Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
 

(5.) Project Management and Coordination, Phase 2 

(a.) Coordination with NS and CCS Vendors  

In order to deploy and maintain a fully realized CRS, a 
coordinated effort by all selected providers will be required.  
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Upon identification of the selected NS and CCS providers, the 
NS network carrier and the CCS systems and sites will need to 
be incorporated into the NMS system design and the 
implementation planned for each of the two NMS phases.  The 
NMS provider is expected to work closely and cooperatively with 
the NS and CCS providers and the DDTP Project Manager to 
work out design and implementation details, options and 
decisions.  Upon award of phase 2, the NMS shall begin to work 
with the CCS Providers and the DDTP’s Project Manager to 
establish the implementation timeline for Phase 2. 



 
CRS RFP SECTION 6, PAGE 157 ADDENDUM 9, 9/24/02 

NMS bidders shall identify in their Final Proposal a CRS 
Implementation Team which shall include identification of 
individuals (by name) with demonstrated leadership experience 
with the implementation of Cisco ICM-like systems.  An 
identified NMS Project Manager will be expected to work closely 
and cooperatively with the DDTP and with the NS and CCS 
providers, coordinating the efforts of the NMS team as they 
refine any design issues and implementation details.  Within ten 
days of award the NMS Provider will be required to confirm the 
Implementation Team members with at least equivalent skills 
and experience to those of the individuals proposed in the 
bidder’s Final Proposal. 

Either the provider’s Project Manager will be required to 
participate in frequent CRS project implementation and 
coordination meetings.  At the DDTP’s option these meetings, as 
well as continuing service report meetings, may be in Oakland 
or Sacramento California.  When deemed appropriate by the 
DDTP and with adequate notice, other mandatory 
implementation, coordination or service issue meetings may be 
held a the facilities of any of the CRS service providers selected 
under this RFP. 

Procedures will be established to inform the DDTP Contract 
Manager and all providers of any anticipated future changes 
that may impact the relay services.  These changes shall include 
but shall not necessarily be limited to system upgrades of 
hardware and software, scheduled systems maintenance, and 
periodic testing of disaster recovery redundancies and 
procedures. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
 
 
(b.) Coordination with DDTP 

The awarded NMS vendor is expected to work closely and 
cooperatively with the DDTP, keeping them appraised of design 
and implementation details, options, decisions, project status 
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and problems as they occur.  Formal reports shall be submitted 
in writing not less than every two weeks. 

Bidder understands the requirement and shall meet or exceed it? 
Yes___ No___ 
Reference:
 document______________________________________________ 

location______________________ page______ 
paragraph______ 

Description: 
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EXHIBIT 6A, FCC TRS REGULATIONS 
current at the time of CRS bid release 

These regulations shall be automatically superceded by new changes to and 
adoption of Federal law and FCC regulations on an ongoing basis 

CODE OF FEDERAL REGULATIONS, TITLE 47, TELECOMMUNICATIONS, 
CHAPTER I, FEDERAL COMMUNICATIONS COMMISSION (CONTINUED) 
PART 64 – MISCELLANEOUS RULES RELATING TO COMMON CARRIERS 
 
Subpart F – Telecommunications Relay Services and Related Customer Premises 
Equipment for Persons with Disabilities, Sections 64.601 through 64.605.  Sections 
64.606 through 64.608 are not presented herein. 
 
Authority:  47 U.S.C. § 154, 47 U.S.C. § 225 
 
§ 64.601  Definitions. 
 
As used in this subpart, the following definitions apply: 
(1) American Sign Language (ASL). A visual language based on hand shape, 
position, movement, and orientation of the hands in relation to each other and the 
body. 
(2) ASCII. An acronym for American Standard Code for Information Interexchange 
which employs an eight bit code and can operate at any standard transmission baud 
rate including 300, 1200, 2400, and higher. 
(3) Baudot. A seven bit code, only five of which are information bits. Baudot is used 
by some text telephones to communicate with each other at a 45.5 baud rate. 
(4) Common carrier or carrier. Any common carrier engaged in interstate 
communication by wire or radio as defined in section 3(h) of the Communications 
Act of 1934, as amended (the Act), and any common carrier engaged in intrastate 
communication by wire or radio, notwithstanding sections 2(b) and 221(b) of the 
Act. 
(5) Communications assistant (CA). A person who transliterates or interprets 
conversation between two end users of TRS. CA supersedes the term "TDD 
operator." 
(6) Hearing carry over (HCO). A reduced form of TRS where the person with the 
speech disability is able to listen to the other end user and, in reply, the CA speaks 
the text as typed by the person with the speech disability. The CA does not type any 
conversation. 
(7) Telecommunications relay services (TRS). Telephone transmission services that 
provide the ability for an individual who has a hearing or speech disability to 
engage in communication by wire or radio with a hearing individual in a manner 
that is functionally equivalent to the ability of an individual who does not have a 
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hearing or speech disability to communicate using voice communication services by 
wire or radio. Such term includes services that enable two-way communication 
between an individual who uses a text telephone or other nonvoice terminal device 
and an individual who does not use such a device, speech-to-speech services, video 
relay services and non-English relay services.  TRS supersedes the terms "dual 
party relay system," "message relay services, "and "TDD Relay." 
(8) Text telephone (TTY). A machine that employs graphic communication in the 
transmission of coded signals through a wire or radio communication system. TTY 
supersedes the term "TDD" or "telecommunications device for the deaf," and TT. 
(9) Voice carry over (VCO). A reduced form of TRS where the person with the 
hearing disability is able to speak directly to the other end user. The CA types the 
response back to the person with the hearing disability. The CA does not voice the 
conversation. 
(10) Speech-to-speech relay service (STS).  A telecommunications relay service that 
allows people with speech disabilities to communicate with voice telephone users 
through the use of specially trained CAs who understand the speech patterns of 
persons with disabilities and can repeat the words spoken by that person. 
(11) Video relay service (VRS).  A telecommunications relay service that allows 
people with hearing or speech disabilities who use sign language to communicate 
with voice telephone users through video equipment.  The video link allows the CA 
to view and interpret the party’s signed conversation and relay the conversation 
back and forth with a voice caller. 
(12) Non-English language relay service.  A telecommunications relay service that 
allows persons with hearing or speech disabilities who use languages other than 
English to communicate with voice telephone users in a shared language other than 
English, through a CA who is fluent in that language. 
(13) Qualified interpreter.  An interpreter who is able to interpret effectively, 
accurately, and impartially, both receptively and expressively, using any necessary 
specialized vocabulary. 
 
§ 64.602  Jurisdiction. 
 
Any violation of this subpart F by any common carrier engaged in intrastate 
communication shall be subject to the same remedies, penalties, and procedures as 
are applicable to a violation of the Act by a common carrier engaged in interstate 
communication. 
 
§ 64.603  Provision of Services. 
 
Each common carrier providing telephone voice transmission services shall provide, 
not later than July 26, 1993, in compliance with the regulations prescribed herein, 
throughout the area in which it offers services, telecommunications relay services, 
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individually, through designees, through a competitively selected vendor, or in 
concert with other carriers.  Speech-to-speech relay service and interstate Spanish 
language relay service shall be provided by March 1, 2001.  A common carrier shall 
be considered to be in compliance with these regulations: 
(a) With respect to intrastate telecommunications relay services in any state that 
does not have a certified program under § 64.605 and with respect to interstate 
telecommunications relay services, if such common carrier (or other entity through 
which the carrier is providing such relay services) is in compliance with § 64.604; or 
(b) With respect to intrastate telecommunications relay services in any state that 
has a certified program under § 64.605 for such state, if such common carrier (or 
other entity through which the carrier is providing such relay services) is in 
compliance with the program certified under § 64.605 for such state. 
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§ 64.604  Mandatory Minimum Standards. 
 
(a) Operational standards. 
 
(1) Communications assistant (CA). TRS providers are responsible for requiring 
that CAs be sufficiently trained to effectively meet the specialized communications 
needs of individuals with hearing and speech disabilities; and that CAs have 
competent skills in typing, grammar, spelling, interpretation of typewritten ASL, 
and familiarity with hearing and speech disability cultures, languages and 
etiquette. CAs must possess clear and articulate voice communications.  CAs must 
provide a typing speed of a minimum of 60 words per minute.  Technological aids 
may be used to reach the required typing speed.  Providers must give oral-to-type 
tests of CA speed.  TRS providers are responsible for requiring that VRS CAs are 
qualified interpreters.  A “qualified interpreter” is able to interpret effectively, 
accurately, and impartially, both receptively and expressively, using any necessary 
specialized vocabulary.  
(2) Confidentiality and conversation content. (i) Except as authorized by section 705 
of the Communications Act, 47 U.S.C. § 605, CAs are prohibited from disclosing the 
content of any relayed conversation regardless of content, and with a limited 
exception for STS CAs, from keeping records of the content of any conversation 
beyond the duration of a call, even if to do so would be inconsistent with state or 
local law.  STS CAs may retain information from a particular call in order to 
facilitate the completion of consecutive calls, at the request of the user.  The caller 
may request the STS CA to retain such information, or the CA may ask the caller if 
he wants the CA to repeat the same information during subsequent calls.  The CA 
may retain the information only for as long as it takes to complete the subsequent 
calls. (ii) CAs are prohibited from intentionally altering a relayed conversation and, 
to the extent that it is not inconsistent with federal, state or local law regarding use 
of telephone company facilities for illegal purposes, must relay all conversation 
verbatim unless the relay user specifically requests summarization, or if the user 
requests interpretation of an ASL call.  An STS CA may facilitate the call of an STS 
user with a speech disability so long as the CA does not interfere with the 
independence of the user, the user maintains control of the conversation, and the 
user does not object.  Appropriate measures must be taken by relay providers to 
ensure that confidentiality of VRS users is maintained. 
(3) Types of calls. Consistent with the obligations of common carrier operators, CAs 
are prohibited from refusing single or sequential calls or limiting the length of calls 
utilizing relay services. TRS shall be capable of handling any type of call normally 
provided by common carriers and the burden of proving the infeasibility of handling 
any type of call will be placed on the carriers. Providers of TRS are permitted to 
decline to complete a call because credit authorization is denied.  
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(4) Handling of emergency calls.  Providers must use a system for incoming 
emergency calls that, at a minimum, automatically and immediately transfers the 
caller to the nearest Public Safety Answering Point (PSAP).  In addition, a CA must 
pass along the caller’s telephone number to the PSAP when a caller disconnects 
before being connected to emergency services. 
(5) In-call replacement of CAs.  CAs answering and placing a TTY-based TRS or 
VRS call must stay with the call for a minimum of ten minutes.  CAs answering and 
placing an STS call must stay with the call for a minimum of fifteen minutes.   
(6) CA gender preferences.  TRS providers must make best efforts to accommodate a 
TRS user’s requested CA gender when a call is initiated and, if a transfer occurs, at 
the time the call is transferred to another CA. 
(7) STS called numbers.  Relay providers must offer STS users the option to 
maintain at the relay center a list of names and telephone numbers which the STS 
user calls.  When the STS user requests one of these names, the CA must repeat the 
name and state the telephone number to the STS user.  This information must be 
transferred to any new STS provider. 
 
(b) Technical standards. 
 
(1) ASCII and Baudot. TRS shall be capable of communicating with ASCII and 
Baudot format, at any speed generally in use. 
(2) Speed of answer. TRS shall include adequate staffing to provide callers with 
efficient access under projected calling volumes, so that the probability of a busy 
response due to CA unavailability shall be functionally equivalent to what a voice 
caller would experience in attempting to reach a party through the voice telephone 
network. TRS shall, except during network failure, answer 85% of all calls within 
10 seconds by any method which results in the caller’s call immediately being 
placed, not put in a queue or on hold.  The ten seconds begins at the time the call is 
delivered to the TRS center’s network.  The call is considered delivered when the 
relay center’s equipment accepts the call from the local exchange carrier and the 
public switched network actually delivers the call to the TRS center.  Abandoned 
calls shall be included in the speed-of-answer calculation.  A provider’s compliance 
with this rule shall be measured on a daily basis.  The system shall be designed to a 
P.01 standard.  A LEC shall provide the call attempt rates and the rates of calls 
blocked between the LEC and the relay center to relay administrators and relay 
centers upon request.  
(3) Equal access to interexchange carriers. TRS users shall have access to their 
chosen interexchange carrier through the TRS, and to all other operator services, to 
the same extent that such access is provided to voice users. 
(4) TRS facilities. TRS shall operate every day, 24 hours a day. TRS shall have 
redundancy features functionally equivalent to the equipment in normal central 
offices, including uninterruptible power for emergency use. TRS shall transmit 
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conversations between TTY and voice callers in real time. Adequate network 
facilities shall be used in conjunction with TRS so that under projected calling 
volume the probability of a busy response due to loop trunk congestion shall be 
functionally equivalent to what a voice caller would experience in attempting to 
reach a party through the voice telephone network.  Relay services that are not 
mandated by this Commission are not required to be provided every day, 24 hours a 
day. 
(5) Technology. No regulation set forth in this subpart is intended to discourage or 
impair the development of improved technology that fosters the availability of 
telecommunications to person with disabilities. VCO and HCO technology are 
required to be standard features of TRS.  
(6) Voice mail and interactive menus. CAs must alert the TRS user to the presence 
of a recorded message and interactive menu through a hot key on the CA’s terminal.  
The hot key will send text from the CA to the consumer’s TTY indicating that a 
recording or interactive menu has been encountered.  Relay providers shall 
electronically capture recorded messages and retain them for the length of the call.  
Relay providers may not impose any charges for additional calls which 



 
CRS RFP SECTION 6, PAGE 165 ADDENDUM 9, 9/24/02 

must be made by the relay user in order to complete calls involving recorded or 
interactive messages.  Relay services shall be capable of handling pay-per-call calls. 
 
(c) Functional standards. 
 
(1)Consumer complaint logs.  (i) States and interstate providers must maintain a 
log of consumer complaints including all complaints about TRS in the state, 
whether filed with the TRS provider or the State, and must retain the log until the 
next application for certification is granted.  The log shall include, at a minimum, 
the date the complaint was filed, the nature of the complaint, the date of resolution, 
and an explanation of the resolution.  (ii)  Beginning July 1, 2002, states and TRS 
providers shall submit summaries of logs indicating the number of complaints 
received for the 12-month period ending May 31 to the Commission by July 1 of 
each year.  Summaries of logs submitted to the Commission on July 1, 2001 shall 
indicate the number of complaints received from the date of OMB approval through 
May 31, 2001.  
 
(2) Contact persons.  (i) States must submit to the Commission a contact person or 
office for TRS consumer information and complaints about intrastate TRS.  This 
submission must include, at a minimum, the name and address of the state office 
that receives complaints, grievances, inquiries and suggestions, voice and TTY 
telephone numbers, fax number, e-mail address, and physical address to which 
correspondence should be sent. 
(2)(ii)  Providers of interstate TRS and relay providers having state TRS contracts 
must submit to the Commission a contact person or office for TRS consumer 
information and complaints about the provider’s service.  This submission must 
include, at a minimum, the name and address of the office that receives complaints, 
grievances, inquiries and suggestions, voice and TTY telephone numbers, fax 
number, e-mail address, and physical address to which correspondence should be 
sent. 
 
(3) Public access to information. Carriers, through publication in their directories, 
periodic billing inserts, placement of TRS instructions in telephone directories, 
through directory assistance services, and incorporation of TTY numbers in 
telephone directories, shall assure that callers in their service areas are aware of 
the availability and use of all forms of TRS.  Efforts to educate the public about TRS 
should extend to all segments of the public, including individuals who are hard of 
hearing, speech disabled, and senior citizens as well as members of the general 
population.  In addition, each common carrier providing telephone voice 
transmission services shall conduct, not later than October 1, 2001, ongoing 
education and outreach programs that publicize the availability of 711 access to 
TRS in a manner reasonably designed to reach the largest number of consumers 
possible. 
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(4) Rates. TRS users shall pay rates no greater than the rates paid for functionally 
equivalent voice communication services with respect to such factors as the 
duration of the call, the time of day, and the distance from the point of origination 
to the point of termination. 
 
(5) Jurisdictional separation of costs.  
(i) General. Where appropriate, costs of providing TRS shall be separated in 
accordance with the jurisdictional separation procedures and standards set forth in 
the Commission's regulations adopted pursuant to § 410 of the Communications Act 
of 1934, as amended. 
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(ii) Cost recovery. Costs caused by interstate TRS shall be recovered from all 
subscribers for every interstate service, utilizing a shared-funding cost recovery 
mechanism.  Except as noted in this paragraph with respect to VRS, costs caused by 
intrastate TRS shall be recovered from the intrastate jurisdiction. In a state that 
has a certified program under  § 64.605, the state agency providing TRS shall, 
through the state's regulatory agency, permit a common carrier to recover costs 
incurred in providing TRS by a method consistent with the requirements of this 
section.  Costs caused by the provision of interstate and intrastate VRS shall be 
recovered from all subscribers for every interstate service, utilizing a shared-
funding cost recovery mechanism.  
(iii) Telecommunications Relay Services Fund. Effective July 26, 1993, an Interstate 
Cost Recovery Plan, hereinafter referred to as the TRS Fund, shall be administered 
by an entity selected by the Commission (administrator). The initial administrator, 
for an interim period, will be the National Exchange Carrier Association, Inc. 
(A) Contributions. Every carrier providing interstate telecommunications services 
shall contribute to the TRS Fund on the basis of interstate end-user 
telecommunications revenues as described herein. Contributions shall be made by 
all carriers who provide interstate services, including, but not limited to, cellular 
telephone and paging, mobile radio, operator services, personal communications 
service (PCS), access (including subscriber line charges), alternative access and 
special access, packet-switched, WATS, 800, 900, message telephone service (MTS), 
private line, telex, telegraph, video, satellite, intraLATA, international and resale 
services. 
(B) Contribution computations. Contributors' contribution to the TRS fund shall be 
the product of their subject revenues for the prior calendar year and a contribution 
factor determined annually by the Commission. The contribution factor shall be 
based on the ratio between expected TRS Fund expenses to interstate end-user 
telecommunications revenues. In the event that contributions exceed TRS payments 
and administrative costs, the contribution factor for the following year will be 
adjusted by an appropriate amount, taking into consideration projected cost and 
usage changes. In the event that contributions are inadequate, the fund 
administrator may request authority from the Commission to borrow funds 
commercially, with such debt secured by future years’ contributions. Each subject 
carrier must contribute at least $25 per year. Carriers whose annual contributions 
total less than $1,200 must pay the entire contribution at the beginning of the 
contribution period. Service providers whose contributions total $1,200 or more may 
divide their contributions into equal monthly payments.  Carriers shall complete 
and submit, and contributions shall be based on, a “Telecommunications Reporting 
Worksheet” (as published by the Commission in the Federal Register).  The 
worksheet shall be certified to by an officer of the contributor, and subject to 
verification by the Commission or the administrator at the discretion of the 
Commission. Contributors' statements in the worksheet shall be subject to the 
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provisions of  § 220 of the Communications Act of 1934, as amended. The fund 
administrator may bill contributors a separate assessment for reasonable 
administrative expenses and interest resulting from improper filing or overdue 
contributions.  The Chief of the Common Carrier Bureau may waive, reduce, modify 
or eliminate contributor reporting requirements that prove unnecessary and require 
additional reporting requirements that the Bureau deems necessary to the sound 
and efficient administration of the TRS Fund. 
(C) Data collection from TRS Providers. TRS providers shall provide the 
administrator with true and adequate data necessary to determine TRS fund 
revenue requirements and payments. TRS providers shall provide the administrator 
with the following: total TRS minutes of use, total 
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interstate TRS minutes of use, total TRS operating expenses and total TRS 
investment in general accordance with Part 32 of the Communications Act, and 
other historical or projected information reasonably requested by the administrator 
for purposes of computing payments and revenue requirements. The administrator 
and the Commission shall have the authority to examine, verify and audit data 
received from TRS providers as necessary to assure the accuracy and integrity of 
fund payments. 
(D) The TRS Fund will be subject to a yearly audit performed by an independent 
certified accounting firm or the Commission, or both. 
(E) Payments to TRS Providers. TRS Fund payments shall be distributed to TRS 
providers based on formulas approved or modified by the Commission. The 
administrator shall file schedules of payment formulas with the Commission. Such 
formulas shall be designed to compensate TRS providers for reasonable costs of 
providing interstate TRS, and shall be subject to Commission approval. Such 
formulas shall be based on total monthly interstate TRS minutes of use. TRS 
minutes of use for purposes of interstate cost recovery under the TRS Fund are 
defined as the minutes of use for completed interstate TRS calls placed through the 
TRS center beginning after call set-up and concluding after the last message call 
unit. In addition to the data required under paragraph (c)(5)(iii)(C) of this section, 
all TRS providers, including providers who are not interexchange carriers, local 
exchange carriers, or certified state relay providers, must submit reports of 
interstate TRS minutes of use to the administrator in order to receive payments. 
The administrator shall establish procedures to verify payment claims, and may 
suspend or delay payments to a TRS provider if the TRS provider fails to provide 
adequate verification of payment upon reasonable request, or if directed by the 
Commission to do so. The TRS Fund administrator shall make payments only to 
eligible TRS providers operating pursuant to the mandatory minimum standards as 
required in § 64.604, and after disbursements to the administrator for reasonable 
expenses incurred by it in connection with TRS Fund administration. TRS providers 
receiving payments shall file a form prescribed by the administrator. The 
administrator shall fashion a form that is consistent with Parts 32 and 36 
procedures reasonably tailored to meet the needs of TRS providers. The Commission 
shall have authority to audit providers and have access to all data, including carrier 
specific data, collected by the fund administrator. The fund administrator shall 
have authority to audit TRS providers reporting data to the administrator.  The 
formulas should appropriately compensate interstate providers for the provision of 
VRS, whether intrastate or interstate. 
(F) TRS providers eligible for receiving payments from the TRS Fund are: 
(1) TRS facilities operated under contract with and/or by certified state TRS 
programs pursuant to § 64.605; or 
(2) TRS facilities owned by or operated under contract with a common carrier 
providing interstate services operated pursuant to § 64.604; or 
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(3) Interstate common carriers offering TRS pursuant to §  64.604. 
(G) Any eligible TRS provider as defined in paragraph (c)(5)(iii) (F) of this section 
shall notify the administrator of its intent to participate in the TRS Fund thirty (30) 
days prior to submitting reports of TRS interstate minutes of use in order to receive 
payment settlements for interstate TRS, and failure to file may exclude the TRS 
provider from eligibility for the year. 
(H) Administrator reporting, monitoring, and filing requirements. The 
administrator shall perform all filing and reporting functions required under 
paragraphs (c)(5)(iii) (A) through (J) of 
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this section.  TRS payment formulas and revenue requirements shall be filed with 
the Commission on May 1 of each year, to be effective for a one-year period 
beginning the following July 1. The administrator shall report annually to the 
Commission an itemization of monthly administrative costs which shall consist of 
all expenses, receipts, and payments associated with the administration of TRS 
Fund. The administrator is required to keep the TRS Fund separate from all other 
funds administered by the administrator, shall file a cost allocation manual (CAM), 
and shall provide the Commission full access to all data collected pursuant to the 
administration of the TRS Fund. The administrator shall establish a non-paid, 
voluntary advisory committee of persons from the hearing and speech disability 
community, TRS users (voice and text telephone), interstate service providers, state 
representatives, and TRS providers, which will meet at reasonable intervals (at 
least semi-annually) in order to monitor TRS cost recovery matters. Each group 
shall select its own representative to the committee. The administrator's annual 
report shall include a discussion of advisory committee deliberations. 
(I) Information filed with the administrator. The administrator shall keep all data 
obtained from contributors and TRS providers confidential and shall not disclose 
such data in company-specific form unless directed to do so by the Commission. 
Subject to any restrictions imposed by the Chief of the Common Carrier Bureau, the 
TRS Fund administrator may share data obtained from carriers with the 
administrators of the universal support mechanisms (See 47 C.F.R. § 54.701 of this 
chapter), the North American Numbering Plan administration cost recovery (See 47 
C.F.R. § 52.16 of this chapter), and the long-term local number portability cost 
recovery (See 47 C.F.R. § 52.32 of this chapter).  The TRS Fund administrator shall 
keep confidential all data obtained from other administrators.  The administrator 
shall not use such data except for purposes of administering the TRS Fund, 
calculating the regulatory fees of interstate common carriers, and aggregating such 
fee payments for submission to the Commission. The Commission shall have access 
to all data reported to the administrator, and authority to audit TRS providers.  
Contributors may make requests for Commission nondisclosure of company-specific 
revenue information under  § 0.459 of this Chapter by so indicating on the 
Telecommunications Reporting Worksheet at the time that the subject data are 
submitted.  The Commission shall make all decisions regarding nondisclosure of 
company-specific information. 
(J) The administrator's performance and this plan shall be reviewed by the 
Commission after two years. 
(K) All parties providing services or contributions or receiving payments under this 
section are subject to the enforcement provisions specified in the Communications 
Act, the Americans with Disabilities Act, and the Commission's rules. 
 
(6) Complaints. 
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(i) Referral of complaint. If a complaint to the Commission alleges a violation of this 
subpart with respect to intrastate TRS within a state and certification of the 
program of such state under § 64.605 is in effect, the Commission shall refer such 
complaint to such state expeditiously. 
(ii) Intrastate complaints shall be resolved by the state within 180 days after the 
complaint is first filed with a state entity, regardless of whether it is filed with the 
state relay administrator, a state PUC, the relay provider, or with any other state 
entity. 
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(iii) Jurisdiction of Commission. After referring a complaint to a state entity under 
paragraph (c)(6)(i) of this section, or if a complaint is filed directly with a state 
entity, the Commission shall exercise jurisdiction over such complaint only if: 
(A) Final action under such state program has not been taken within: 
(1) 180 days after the complaint is filed with such state entity; or 
(2) A shorter period as prescribed by the regulations of such state; or 
(B) The Commission determines that such state program is no longer qualified for 
certification under § 64.605. 
(iv)  The Commission shall resolve within 180 days after the complaint is filed with 
the Commission any interstate TRS complaint alleging a violation of section 225 of 
the Act or any complaint involving intrastate relay services in states without a 
certified program.  The Commission shall resolve intrastate complaints over which 
it exercises jurisdiction under paragraph (c)(6)(iii) of this section within 180 days. 
(v) Complaint Procedures.  Complaints against TRS providers for alleged violations 
of this subpart may be either informal or formal. 
(A) Informal Complaints. 
(1) Form.  An informal complaint may be transmitted to the Consumer Information 
Bureau by any reasonable means, such as letter, facsimile transmission, telephone 
(voice/TRS/TTY), Internet e-mail, or some other method that would best 
accommodate a complainant’s hearing or speech disability. 
(2) Content.  An informal complaint shall include the name and address of the 
complainant; the name and address of the TRS provider against whom the 
complaint is made; a statement of facts supporting the complainant’s allegation that 
the TRS provided it has violated or is violating  § 225 of the Act and/or 
requirements under the Commission’s rules; the specific relief or satisfaction sought 
by the complainant; and the complainant’s preferred format or method of response 
to the complaint by the Commission and the defendant TRS provider (such as letter, 
facsimile transmission, telephone (voice/TRS/TTY), Internet e-mail, or some other 
method that would best accommodate the complainant’s hearing or speech 
disability). 
(3) Service; designation of agents.  The Commission shall promptly forward any 
complaint meeting the requirements of this subsection to the TRS provider named 
in the complaint.  Such TRS provider shall be called upon to satisfy or answer the 
complaint within the time specified by the Commission.  Every TRS provider shall 
file with the Commission a statement designating an agent or agents whose 
principal responsibility will be to receive all complaints, inquiries, orders, decisions, 
and notices and other pronouncements forwarded by the Commission.  Such 
designation shall include a name or department designation, business address, 
telephone number (voice and TTY), facsimile number and, if available, internet e-
mail address. 
(B) Review and disposition of informal complaints. 
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(1) Where it appears from the TRS provider’s answer, or from other communications 
with the parties, that an informal complaint has been satisfied, the Commission 
may, in its discretion, consider the matter closed without response to the 
complainant or defendant.  In all other cases, the Commission shall inform the 
parties of its review and disposition of a complaint filed under this subpart.  Where 
practicable, this information shall be transmitted to the complainant and defendant 
in the manner requested by the complainant (e.g., letter, facsimile transmission, 
telephone (voice/TRS/TTY) or Internet e-mail. 
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(2) A complainant unsatisfied with the defendant’s response to the informal 
complaint and the staff’s decision to terminate action on the informal complaint 
may file a formal complaint with the Commission pursuant to paragraph (c)(6)(v)(C) 
of this section. 
(C) Formal Complaints. A formal complaint shall be in writing, addressed to the 
Federal Communications Commission, Enforcement Bureau, Telecommunications 
Consumer Division, Washington, D.C. 20554 and shall contain: 
(1) The name and address of the complainant, 
(2) The name and address of the defendant against whom the complaint is made, 
(3) A complete statement of the facts, including supporting data, where available, 
showing that such defendant did or omitted to do anything in contravention of this 
subpart, and 
(4) The relief sought. 
(D) Amended complaints. An amended complaint setting forth transactions, 
occurrences or events which have happened since the filing of the original complaint 
and which relate to the original cause of action may be filed with the Commission. 
(E) Number of copies. An original and two copies of all pleadings shall be filed. 
(F) Service. 
(1) Except where a complaint is referred to a state pursuant to §64.604(c)(6)(i), or 
where a complaint is filed directly with a state entity, the Commission will serve on 
the named party a copy of any complaint or amended complaint filed with it, 
together with a notice of the filing of the complaint. Such notice shall call upon the 
defendant to satisfy or answer the complaint in writing within the time specified in 
said notice of complaint. 
(2) All subsequent pleadings and briefs shall be served by the filing party on all 
other parties to the proceeding in accordance with the requirements of § 1.47 of this 
chapter. Proof of such service shall also be made in accordance with the 
requirements of said section. 
(G) Answers to complaints and amended complaints. Any party upon whom a copy 
of a complaint or amended complaint is served under this subpart shall serve an 
answer within the time specified by the Commission in its notice of complaint. The 
answer shall advise the parties and the Commission fully and completely of the 
nature of the defense and shall respond specifically to all material allegations of the 
complaint. In cases involving allegations of harm, the answer shall indicate what 
action has been taken or is proposed to be taken to stop the occurrence of such 
harm. Collateral or immaterial issues shall be avoided in answers and every effort 
should be made to narrow the issues. Matters alleged as affirmative defenses shall 
be separately stated and numbered. Any defendant failing to file and serve an 
answer within the time and in the manner prescribed may be deemed in default. 
(H) Replies to answers or amended answers. Within 10 days after service of an 
answer or an amended answer, a complainant may file and serve a reply which 
shall be responsive to matters contained in such answer or amended answer and 
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shall not contain new matter. Failure to reply will not be deemed an admission of 
any allegation contained in such answer or amended answer. 
(I) Defective pleadings. Any pleading filed in a complaint proceeding that is not in 
substantial conformity with the requirements of the applicable rules in this subpart 
may be dismissed. 
 
(7) Treatment of TRS customer information.  All future contracts between the TRS 
administrator and the TRS vendor shall provide for the transfer of TRS customer 
profile data from the outgoing TRS vendor to the incoming TRS vendor.  Such data 
must be disclosed in usable form at least 60 days prior to the provider’s last day of 
service provision.  Such data may not be used 
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for any purpose other than to connect the TRS user with the called parties desired 
by that TRS user. Such information shall not be sold, distributed, shared or 
revealed in any other way by the relay center or its employees, unless compelled to 
do so by lawful order. 
 
§ 64.605 State Certification. 
 
(a) State documentation. Any state, through its office of the governor or other 
delegated executive office empowered to provide TRS, desiring to establish a state 
program under this section shall submit, not later than October 1, 1992, 
documentation to the Commission addressed to the Federal Communications 
Commission, Chief, Common Carrier Bureau, TRS Certification Program, 
Washington, DC 20554, and captioned "TRS State Certification Application." All 
documentation shall be submitted in narrative form, shall clearly describe the state 
program for implementing intrastate TRS, and the procedures and remedies for 
enforcing any requirements imposed by the state program. The Commission shall 
give public notice of states filing for certification including notification in the 
Federal Register. 
(b) Requirements for certification. After review of state documentation, the 
Commission shall certify, by letter, or order, the state program if the Commission 
determines that the state certification documentation: 
(1) Establishes that the state program meets or exceeds all operational, technical, 
and functional minimum standards contained in § 64.604; 
(2) Establishes that the state program makes available adequate procedures and 
remedies for enforcing the requirements of the state program, including that it 
makes available to TRS users informational materials on state and Commission 
complaint procedures sufficient for users to know the proper procedures for filing 
complaints; and 
(3) Where a state program exceeds the mandatory minimum standards contained in 
§ 64.604, the state establishes that its program in no way conflicts with federal law. 
(c) Certification period. State certification shall remain in effect for five years. One 
year prior to expiration of certification, a state may apply for renewal of its 
certification by filing documentation as prescribed by paragraphs (a) and (b) of this 
section. 
(d) Method of funding. Except as provided in § 64.604, the Commission shall not 
refuse to certify a state program based solely on the method such state will 
implement for funding intrastate TRS, but funding mechanisms, if labeled, shall be 
labeled in a manner that promote national understanding of TRS and do not offend 
the public. 
(e) Suspension or revocation of certification. The Commission may suspend or 
revoke such certification if, after notice and opportunity for hearing, the 
Commission determines that such certification is no longer warranted. In a state 
whose program has been suspended or revoked, the Commission shall take such 
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steps as may be necessary, consistent with this subpart, to ensure continuity of 
TRS.  The Commission may, on its own motion, require a certified state program to 
submit documentation demonstrating ongoing compliance with the Commission’s 
minimum standards if, for example, the Commission receives evidence that a state 
program may not be in compliance with the minimum standards. 
(f) Notification of substantive change.  States must notify the Commission of 
substantive changes in their TRS programs within 60 days of when they occur, and 
must certify that the state TRS program continues to meet federal minimum 
standards after implementing the substantive change. 


